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―The one development that would do most to give people with  
Disabilities the confidence to undertake journeys by air would be a  
consistent approach to the services and facilities they can expect  
wherever they are flying to and from. That does not necessarily mean  
that everything must be identical – if we do not value the differences  
in our cultures and customs then there is no point in travel.‖ 
  
Ann Frye, 2010 
International specialist on the transport  









Faro Airport in Portugal has seen a significant increase of Disabled and Reduce 
mobility air passengers in recent years. The main research problem along this 
dissertation is to identify and measure satisfaction levels of Disabled and 
Reduce-mobility air passengers during their journeys through this airport. The 
study is focus on seven factors: (i) Accessible facilities, (ii) Accessible services, 
(iii) Punctuality, (iv) Quality of Equipment-devices, (v) Inclusive marketing, (vi) 
Trained staff (professionalism, attitude and approach), and (vii) areas that have 
room for improvement. The main goal is the combination of a scientific and 
practical approach to contribute with valuable information and recommendations 
to Faro Airport Management; in order to explore wants and needs of this 
passengers´ segment and to develop quality facilities and services to have 
happy, satisfied and loyal air passengers in the terminal.  
  
The research methodology is conducted by quantitative method through the 
implementation of 343 survey questionnaires in Faro Airport. Moreover, 
unstructured interviews to staff and observation method are considered. The 
study is held in the course of October and November 2018, when the traffic flow 
of PRMs (Passenger with Reduce Mobility) is greatly representative.   
 
According to the results, 97% of Disabled and Reduce-mobility air passengers 
of Faro Airport are widely Satisfied + Very Satisfied with the overall 
performance of the terminal. However, out of the 27 attributes evaluated, there 
are seven attributes related to Accessible Services, Punctuality, Inclusive 
Marketing, and Staff, which require immediate attention and enhance.  
 
Keywords:  
Disabled and Reduce-mobility air passenger, Satisfaction, Special assistance, 






O Aeroporto de Faro, em Portugal, registou um aumento significativo de 
passageiros com deficiência e mobilidade reduzida nos últimos anos. O 
principal problema de pesquisa ao longo desta dissertação foi identificar e 
medir os níveis de satisfação dos passageiros aéreos com deficiência e 
mobilidade reduzida durante as suas viagens por este aeroporto. O principal 
objetivo é a combinação de uma abordagem científica e prática para contribuir 
com informações e recomendações valiosas para a Administração do 
Aeroporto de Faro; a fim de explorar desejos e necessidades deste segmento 
de passageiros, e desenvolver instalações e serviços de qualidade para ter 
passageiros felizes, satisfeitos e leais no terminal de Faro. 
Os objetivos específicos a serem alcançados são: Identificar a opinião dos 
passageiros com deficiência e mobilidade reduzida em relação às instalações e 
serviços acessíveis do Aeroporto de Faro; Avaliar o profissionalismo, a atitude 
e a abordagem do pessoal do aeroporto em relação este segmento de 
passageiros; e, Reconhecer áreas que têm espaço para melhorias, a fim de 
oferecer instalações e serviços de melhor qualidade aos passageiros com 
deficiência e mobilidade reduzida no Aeroporto de Faro. 
Ao longo da dissertação são abordados temas relevantes para ter uma melhor 
compreensão e enquadramento de quem é um passageiro deficiente ou de 
mobilidade reduzida, os diferentes tipos de deficiência, as instalações 
acessíveis, serviços e pessoal treinado, a legislação e os códigos de aviação 
que os protegem, e o serviço de assistência especial a que têm direito quando 
viajam de avião. Bem como uma abordagem de satisfação do cliente. Além 
disso, a área de estudo do Aeroporto de Faro é descrita com as suas 
características, nova restauração do terminal, instalações e serviços 
acessíveis, estatísticas oficiais e MyWay, o serviço de assistência especial no 
terminal. 
A pesquisa centra-se nos seguentes sete factores para medir os níveis de 
satisfação destes passageiros no Aeroporto de Faro: (i) Instalações acessíveis, 
(ii) Serviços acessíveis, (iii) Pontualidade, (iv) Qualidade dos equipamentos-
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dispositivos, (v) Marketing inclusivo, (vi) Funcionários (profissionalismo, atitude 
e abordagem), e (vii) áreas que têm espaço para melhorias.  
A metodologia de pesquisa é conduzida por método quantitativo através da 
implementação de 343 questionários no Aeroporto de Faro. O questionário é 
dividido em perfil sociodemográfico dos passageiros; perfil de passageiros com 
deficiência e redução de mobilidade; e níveis de satisfação com as instalações, 
os serviços e os funcionarios. Uma escala tipo Likert de 5 pontos é adotada 
para medir os níveis de satisfação Além disso, entrevistas não estruturadas 
para o pessoal e método de observação são consideradas. O estudo é 
realizado nos meses de Outubro e Novembro de 2018, quando o fluxo de 
tráfego de passageiros com mobilidade reduzida é muito representativo. 
O questionário da pesquisa é definido em inglês na ferramenta de pesquisa 
online LimeSurvey Pro, e a análise estatística dos resultados é computada e 
interpretada através da geração de tabelas e gráficos no Statistical Package for 
the Social Science, IBM SPSS Statistics. A análise estatística descritiva é 
aplicada para submeter e analisar medidas de localização central (média, moda 
e mediana) e medidas de dispersão (desvio padrão). 
Os resultados da pesquisa revelam que 64% da amostra são do sexo feminino, 
63% têm entre 70 e 90 anos, a Inglaterra tem a maior representação com 71% 
da amostra, 68% são casados ou em união de facto, 68,8% têm Ensino 
Secundário ou superior, e 76% são reformados. Em relação ao Perfil do 
Passageiro com Deficiência e Mobilidade Reduzida, 78% têm um tipo 
permanente de redução de mobilidade, 96% têm deficiência de mobilidade, 
43% têm doenças ocultas e 43% são Idosos/Boomers /Obesos. Além disso, 
86% viajaram mais de uma vez pelo terminal de Faro, e 58% já solicitaram o 
serviço MyWay no passado. É determinado que o pedido de assistência mais 
frequente é o WCHS (o passageiro tem dificuldade ou não consegue subir ou 
descer escadas). Além disso, 83,5% da amostra que viajou antes da 
restauração do aeroporto de 2018 considera que houve algumas melhorias 
para os passageiros com Deficiência e mobilidade reduzida. 
De acordo com os resultados, 97% dos passageiros dos transportes aéreos 
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com deficiência e com mobilidade reduzida do Aeroporto de Faro estão 
amplamente Satisfeitos + Muito Satisfeitos com o desempenho geral do 
terminal. No entanto, dos 27 atributos avaliados, existem sete atributos 
relacionados a Serviços Acessíveis, Pontualidade, Marketing Inclusivo e 
Funcionários, que exigem atenção e aprimoramento imediato. 
Para concluir, no final da dissertação são expostas as limitações do estudo, e 
uma série de recomendações e futuras pesquisas dirigidas à Administração do 
Aeroporto de Faro. 
 
Palavras-chave:  
Passageiros com deficiência e mobilidade reduzida, Satisfação, Assistência 
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 - INTRODUCTION 
 
1.1 Research Problem  
 
According to the World Tourism Organization 15% of the world population have 
some physical, mental or sensory disability, and by 2050 is expected to be 20% 
of the population (UNWTO, 2013). Indeed, the World Health Organization has 
reported an increasing population with disabilities for the past few years, in 
2006 reported 500 million, in 2007 this population were 650 million, and in 2011 
the figure was around one billion people (WHO, 2011).  
 
In detail, some statistics of people with disabilities by regions that could help us 
to recognize the potential of this population for tourism industry as follow 
(UNWTO, 2016:31): 
 





European Union 80 million 
United States of America 54 million 
Asia-Pacific > 400 million 
Latin America 85 million 
Source: Adapted from UNWTO (2016:31)   
 
In a word, there is at least 80 million of European with some kind of disability 
who are a potential market for both domestic and international air travel; thus, 
figures of Disabled and Reduce-mobility air travellers increased notoriously 
recent years. Whereas not all disabled people make use of tourism resources, 
the financial means is an indicator of the potential population with disabilities 
that could take part in tourism, Darcy & Small refer (UNWTO, 2016) “the fact 
that in the more developed countries there is a large number of people with 
disabilities who are users of Accessible Tourism services.”  
 
Nowadays, numerous studies in the United States, Australia and the European 
Union indicate that the disable segment has played a key role in the tourism 
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market. For instance, in the text Recommendations On Accessible Tourism by 
the UNWTO affirms,  
 
“The percentage of Australian tourists with disabilities has been estimated at 
about 11% of the total number of tourists. The United Kingdom found in its 2009 
tourism survey that 12% of all persons who engaged in domestic tourism had a 
disability or long-term health problems. These tourists also stayed longer and 
spent more than the average. Similarly, studies in the United States have 
shown that American adults with disabilities or reduced mobility spend an 
average of $ 13.6 billion annually on travel”. (UNWTO, 2013:3) 
 
The disable populations is on the increase permanently; therefore, tourism 
industry, in particular the aviation industry, requires to raise to the occasion and 
to be able to achieve and compromise with these passengers who require to 
enjoy their journey with the same comfort, security and quality as any other foot 
passenger. Consequently, it is very significant the air transportation industry see 
this market niche as an opportunity rather than only an obligation (Higuera, 
Essay Disable People´S Tourism Experience: Concepts, Disabled Consumer, 
Motivations, Requirements And Practice, 2016).   
 
Accessible tourism is both a human right and a business opportunity to diversify 
customers and to raise revenue along the tourism supply chain. The importance 
of the disabled tourist as a value consumer and with a higher level of 
acceptance is improving in our community; as a result, air transport industry has 
been progressed in rights, laws, procedures, facilities, and services concerning 
this market both in the air and on the ground.  
 
According to the UNWTO in Recommendations on Accessible Tourism, there 
are relevant firms and actors in the industry who have been understudying  
motivations, wants and needs of this segment to develop a large variety of 
“independent travels, accessible facilities, trained staff, reliable information and 
inclusive marketing” (2013:2) that meets their requirements during the travel 
experience. Moreover, the United Nations Convention on the Rights of Persons 
with Disabilities highlights “the importance of mainstreaming disability issues as 





It is a momentous occasion our society eliminates the barriers for disabled, as 
the UN Convention on the Rights of People with Disabilities declares: “disability 
as a human rights issue and identifies, it as a social construct rather than an 
inherent quality of the individual. It puts emphasis on the removal of societal 
barriers – whether they are architectural, legal, organizational or simple 
prejudice and hostility” (UNWTO, 2013:4).  
 
Consequently, the great questions will be: have Disabled and Reduce-mobility 
air passengers been receiving a high-quality, safe, comfortable and accessible 
service as any other passenger at airports? Are these passengers satisfied with 
infrastructure, services and facilities on ground? Is there any regulation which 
identifies and protect their rights? Do airports have easy and friendly 
communication systems where Disabled and Reduce-mobility air passengers 
are able to pre-notify their assistance needs before traveling? Is ground staff 
actually well trained and competent to accomplish needs and wants of this 
segment? Is there reliable and visible information regarding where they need to 
ahead for request assistance at airport? 
 
In effect, The European Commission Parliament and the Council published the 
Regulation N° 1107/2006, concerning “The Rights of Disabled Persons and 
Persons with Reduce Mobility when Travelling by Air”, which has two main 
focus (Official Journal of the European Union, 2016): 
 
 It prohibits air carriers from refusing reservation or boarding to 
passengers because of their reduced mobility or disability.  
 It also ensures that these passengers receive free-of-charge assistance 
to enable them to use air transport on an equal footing with other 
passengers. 
 
Concerning Portugal, the Decree-Law N° 241/2008 establishes ―Direitos das 
Pessoas com Deficiência e das Pessoas com Mobilidade Reduzida no 
Transporte Aéreo‖, which meets the Regulation N° 1107/2006 of the European 
Commission and designated the “Instituto Nacional de Aviação Civil, I. P. 
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(INAC, I. P.)”, renowned since 2015 as “Autoridade Nacional da Aviação Civil 
(ANAC)‖, for ensure compliance and implementation of the legislation in all 
flights to and from Portuguese airports (INR, 2008). In fact, there is a 
cooperation work with ANA Aeroportos de Portugal, SA which holds the 
concession to run public airport services civil aviation and it is the airport 
authority in Portugal (ANA - Aeroportos de Portugal S.A., 2016).  
 
Faro Airport in the Algarve, Portugal attend around 60.000 Disabled and 
Reduced-mobility passengers annually, what represents 0.8% of the total 
commercial passengers, with an average annual growth of 8% and 
accumulated growth of 38% since 2011 according to Vítor Andrade, Product 
Manager and Passenger Service of Faro Airport (Andrade, 2015).  
 
Besides that, quality products and services, customer satisfaction, and 
providing memorable experiences and emotions to tourist are the core 
themes and the most demanding challenges for tourism and aviation 
industry; the obsolete approach today, in full 21st century, that the 
tourism industry just sells rooms, tours, flights and food is far behind us. 
Indeed, well-informed tourist, fierce competition, sustainable 
development and security matters are directly influencing the “new way” 
of traveling, where tourist is looking for new experiences and sensations 
that allow him to have remarkable stories away from home.  
 
Consequently, aviation industry counts on valuable tools to measure levels of 
passengers‟ satisfaction concerning its facilities and services provided. 
However, customer satisfaction is a subjective concept that could be influenced 
for many factors, it is actually a sensitive matter because, we really do not know 
what are the specific variables passenger is taking into consideration to 
evaluate aviation firm‟s performance. As a general idea, it could be defined as 
minimum standards that business has to performance to accomplish tourist 





“Customer satisfaction results from individual and global transactions, whereas 
service quality involves a general impression of the superiority or inferiority of 
the service provider and the services or a general attitude toward services.” 
(González, Comesaña , & Brea, 2007) 
 
In addition, experiences play a key role along the customer satisfaction 
process because, 
 
 “Experiences result when a company uses tangible goods as props and 
intangible services as the stage for engaging each customer in an inherently 
personal way, and thereby create a memory, the hallmark of every experience” 
(Pine & Gilmore, 1999) 
 
In brief, as the author worked for two handling companies (Swissport and 
Groundforce) for a year in Faro Airport, she desires to do a valuable and useful 
research that finds appropriate solutions for Disabled and Reduce-mobility air 
passengers at this airport, merging this entire theoretical framework with 
practice. Besides, research about disabled tourism is a topic which the writer is 
very attached and passionate about it, because her mother is a blind tourist who 
has faced many challengers during her local and international journeys. Along 
this dissertation, the author identifies what are the most worthwhile facilities and 
services Disabled and Reduce-mobility air passengers value the most, in order 
to continue doing well and the areas that need an improvement. 
 
The research methodology is conducted by quantitative method, through the 
implementation of survey questionnaires of Disabled and Reduce-mobility air 
passengers in Faro Airport. The questionnaires are carried out in three areas of 
the airport: access, departures and arrivals. Moreover, observation method is 
considered to identify satisfaction levels and additional information that may not 
contemplated in the surveys by interviewing passengers, airport staff and 
management.  
 
After the honour to meet with Faro Airport Manager, Dr Alberto Mota Borges, 
and Faro Airport Product Manager and Passenger Service, Mr Vítor Andrade, 
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they expressed their support for this research, and find interesting and useful to 
identify levels of satisfaction of Disabled and Reduce-mobility passengers in 
Faro because, even though the Airport Management collects statistical data, 
they still has not developed a rigorous study concerning satisfaction of this 
passenger niche.    
 
1.2 Research Objectives 
 
Afterward having introduced the business potential of Disabled and Reduce-
mobility passengers, the legislation airports and airlines have to compliance to 
meet their needs, and importance of satisfaction, the main research problem 
along this master dissertation is to identify and measure satisfaction levels of 
Disabled and Reduce-mobility air passengers during their journeys through 
Faro Airport, Portugal in three areas: access, departures and/or arrivals. The 
research is focus on as follow seven factors:  
 
i. Accessible facilities  
ii. Accessible services 
iii. Punctuality 
iv. Quality of Equipment-devices 
v. Inclusive marketing  
vi. Trained staff (professionalism, attitude and approach) 
vii. And those areas that have room for improvement.  
 
As a complement to the above, the study attempts to summited conclusions and 
recommendations based on both, in scientific research and in practice, to Faro 
Airport Management in order to reduce the “gap” that Chang describes, 
 
“The needs of the disabled are far more complex than is currently being 
appreciated, and gaps are appearing between views held within the air 
transportation industry and the needs of the disabled people themselves (Shaw 
& Coles, 2004). Yet, in spite of this, research on the air transportation providers‟ 
perspective in relation to servicing impaired air passengers is limited. No 
mention is made with regard to determining the real drivers of the willingness to 
help from the supply-side.” (Chang & Chen, 2012:530) 
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As regards to the more specific objectives are: 
 
 Identify Disabled and Reduce-mobility passengers´ opinion towards 
accessible facilities and services of Faro Airport.  
 
 Evaluate professionalism, attitude and approach of airport staff towards 
Disabled and Reduce-mobility passengers in Faro Airport. 
 
 Recognise areas that have room for improvement in order to offer better 
quality facilities and services to Disabled and Reduce-mobility 
passengers in Faro Airport.   
 
1.3 Dissertation structure  
 
 
The research is divided in five chapters: 1. Introduction, 2. Literature Review, 3. 
Methodology, 4. Analysis Results and Discussion, and 5. Conclusion.  
 
This first chapter, the Introduction, highlights the research problem, research 
objectives and dissertation structure. Second, the Literature Review includes 
the most important theoretical framework to develop this investigation, which 
embraces Disabled and Reduce-Mobility air passenger context and theoretical 
framework of customer satisfaction. Third, the Methodology is defined by the 
study area Faro Airport, collect data instruments, population and sampling, and 
data analysis method. Chapter four, Analysis Results and Discussion, defines 
satisfaction´ levels of Disabled and Reduce mobility air passengers with Faro 
Airport, interviews with MyWay staff, discussion of the results, and 
recommendations, limitations and future research. To close, fifth chapter 




 - LITERATURE REVIEW 
 
 
Travelling by air can be a stressful experience for many people, simply due to 
the fact of being on a huge aircraft over the air surrounded by many unknown 
people, being over there for hours and unable to get out, may it can lead a 
blend of uncomfortable feelings and emotions. In contrast, to others travel by 
plane can be an amazing experience, because they are going to be above of 
the clouds feeling free and excited, that it may produce plenty of happy feelings 
and sensations. In fact, if it also to this duality will be adding some kind of 
disability or reduce-mobility condition, perhaps the spectrum of emotions and 
feelings could be even more complex and challenging.  
 
In fact, that true journey of traveling by air begins in one place: the airport. 
Therefore, airports must be prepared to answer challenges of any kind of 
passenger providing a high quality service and dignified treatment to eliminate 
any possible barriers or discomforts on the ground; certainly, this includes 
Disabled and Reduce-mobility air passengers who need further attention. 
Because as “Bi, Card, and Cole suggested that if travellers with physical 
disabilities encounter few barriers during their travels, they may travel even 
more in the future” (Chang & Chen, 2012:529). 
 
As the main objective of this research is to measure satisfaction and likely 
barriers that Disabled and Reduce-mobility air passengers are facing in Faro 
Airport, this chapter encloses literature review that aids a better understanding 
about framework of Disabled and Reduce- mobility air passenger, and concepts 
and models of satisfaction which are relevant for our study.    
 
2.1 About Disabled and Reduce-Mobility Air Passenger 
 
2.1.1 Definition and types of disability   
 
As a consequence of some misunderstandings and the variety of definitions due 
to the purpose of the data collection or according to different classifications 
used of disable and reduce-mobility (Buhalis & Darcy, 2011:45), it is essential to 
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define what is impairment, what is disability, who is a person with disabilities, 
and what is Accessible Tourism for All in order to comprehend needs and wants 
of air passengers through their journeys in Faro Airport. It will be taken into 
account definitions from the World Health Organization, United Nations and 
World Tourism Organization which engage with our purpose:  
 
Table 2-1: Definition of disability and Accessible Tourism for All 
 
Source: Own Elaboration based on UNWTO (2013:3-4), UN (2006) & WHO (1980:14)   
 
“In the context of health experience, an impairment is any lost 
or abnormally of psychological, physiological, or anatomical 
structure or function.”  (WHO,1980:14) 
 
Impairment 
"A disability is any restriction or lack (resulting from an 
impairment) of ability to perform an activity in the manner or 
whitin the range considered normal for a human being" 
(WHO,1980)  
 
“Disability results from the interaction between persons with 
impairments and attitudinal and environmental barriers that 
hinder their full and effective participation in society on an equal 
basis with others. Understanding disability as an interaction 
means that disability is a social construct, not an attribute of the 
person.”  (UN,2006) 
Disability 
“Disabled Person means any person whose full and effective 
participation in society on an equal basis with others in travel, 
accommodation and other tourism services is hindered by the 
barriers in the environment they are in and by attitudinal 
barriers. Persons with disabilities include those who have long-





“This is a form of tourism that involves a collaborative process 
among stakeholders that enables people with access 
requirements, including mobility, vision, hearing and cognitive 
dimensions of access, to function independently and with equity 
and dignity through the delivery of universally designed tourism 
products, services and environments” (UNWTO,2013:4) 
Accessible 
Tourism for All 
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In short when analysing the table 2.1, disability rather than being a medical 
condition or a tragedy is a social construction that impedes the right and 
possibility of disabled people to fully enjoy tourism and transport experiences, 
because as Buhalis & Darcy expose (2011:24) “it is not the person‟s impairment 
that disables them but the complex collection of social environments, practices 
and attitudes, which are imposed on top of a person‟s impairment.”. Thus, it is 
inherent the aviation industry commits that Accessible Tourism for All is more 
than just an obligation and compliance.  
 
In this context, it is Buhalis & Darcy´ definition of Accessible Tourism that 
encloses the whole purpose of this dissertation and it will be considered along 
it:   
 
“Accessible tourism is a form of tourism that involves collaborative process 
between stakeholders than enables people with access requirements, including 
mobility, vision, hearing and cognitive dimension of access, to function 
independently and with equity and dignity through the delivery of universally 
design tourism products, services and environments. This definition adopts a 
whole of life approach where people through their lifespan benefit from 
accessible tourism provision. This includes people with permanent and 
temporary disabilities, senior, obese, family with young children and those 
working in safer and more socially sustainably designed environments”.  
(Buhalis & Darcy, 2011:33) 
 
Besides, the UNWTO (2015:4) in the Manual on Accessible Tourism for All, 
which is the world-wide framework for accessible tourism, emphasizes in the 
advantages of running this kind of tourism because of the benefits it provides: 
 
 It Increases the number of visitors; 
 It is multi-customer because most of the time disabled people are 
accompanied by able-bodied assistants, family and friends; 
 It rises income on account because this segment tends to spend more 
than the conventional tourist; 
 It boosts the image and perception of the destination; and,  
 It is non-seasonal in view they travel all year along.  
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Having defined concepts and potential of accessible tourist segment, it is 
appropriate to identify the different dimensions of disabled consumer to develop 
tourist services and products that allow them fully enjoy air transportation and to 
function independently with equity and dignity.  
 
For the Aviation industry, and even more for Disabled and Reduce Mobility air 
passengers, is a big challenge to develop accessible tourism because involves 
considerable efforts, trainings, requirements and information. As Buhalis e 
Darcy (2011) affirm, “the complexity of understanding the market includes 
recognising that the individual´s impairment may mean that an individual has 
multiple dimensions of access, which require multiple levels of accessibility for 
social participation”. It is relevant to comprehend the heterogeneousness of the 
disabled segment and their motivations for improving services and products that 
fit closely to their circumstances and experiences by discussing their needs 
directly with them.  
 
The accessible tourism is a mixed market which it composes for seven different 
clusters in accordance with their impairments and elderly population in a social 
level (Buhalis & Darcy, 2011:57); in fact, these clusters are used to classify 




ii. Blind or Vision impaired 
iii. Deaf or hearing impaired  
iv. Speech 
v. Cognitive (mental health /intellectually /learning) 
vi. Hidden  
vii. Elderly /Seniors /Boomers  
 
In the following Table 2.2, it can be identified the difficulties Disabled and 





Table 2-2: Dimensions of disability 
Type of  
Impairment 
Description 
Difficulties in one of more of the  
following areas 
Mobility Varying levels of 
physical mobility 
restrictions, affecting 
legs, feet, back, neck, 
arms or hands 
- Physical and motor tasks 
- Independent movements 
- Performing basic life functions 
Sensory Capacity to see in 
limited or absent 
Completely deaf or are  
hard of hearing 
- Reduce performance in tasks requiring   
clear vision 
- Difficulties with written communication 
- Difficulties with understanding information 
presented visually 
- Reduced performance in task requiring 
sharp hearing 
- Difficulties with oral communication 
- Difficulties in understanding auditorily-
presented information 
Communication Limited, impaired, or 
delayed capacities to 
use expressive and/or 
receptive language 
- General speech capabilities, such as 
articulation 
- Problems with conveying, understanding, 




Lifelong illnesses with 
multiple aetiologies that 
resulting a behavioral 
disorder 
- Slower rate of learning 
- Disorganized patterns of learning 
- Difficulties understanding abstract 
concepts  
- Limited control of cognitive functioning 
- Problems with sensory, motor and 
speech skills 
- Restricted basic life functions 
Hidden Variety of illnesses - Heart problems 
- Blood pressure or circulation problems 
- Breathing difficulties 
- Problems with stomach, liver or kidneys 
- Problems in controlling the level of sugar 
in the blood (diabetes) 
- Disorder of the central nervous systems 
(epilepsy) 
Source: Adapted from Buhalis & Darcy (2011) 
 
In spite of the social and physical barriers they must be confront, Disabled and 
Reduce mobility air passenger like to travel. Their main motivations are the 
pleasure of family holidays, have new experiences, relaxation, sense of 
freedom, opportunities for social interaction, learning, excitement, exposure to 
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new situations, escape from daily life, and the experience of visiting new places. 
As One-Stop-Shop for Accessible Tourism in Europe highlights, these 
motivations are related with able tourists as well, but the relaxation was the 
most highlight motivation for disabled customer (OSSATE, 2005:55).  
 
 
2.1.2 Definition, regulations and codes of Disabled and Reduce 
Mobility Air Passenger  
 
 
Air transportation is an integral part of some tourists‟ journey, and in order to 
have an experience under liable, safety and respectful conditions there are 
rights and legislations that govern it. However, facing with the reality those 
basics conditions are not experienced by all air passengers, particularly 
Disabled and Reduce-mobility passengers. 
 
On occasions, the air travel experience for a Disabled and Reduce-mobility 
passenger is not as enjoyable as any other passenger as a consequence of 
lack of accessible information, accessible facilities, inclusive marketing and staff 
attitude and professionalism. For these reasons, in the course of this unit it will 
be explained the fundamental legislation that protect this segment of 
passengers by then have an independent, worthy and safety air travel 
experience, and at the end some statistical data. 
 
Regarding disability discrimination legislation, The United Nations have 
identified that just 45 countries have implemented an anti-discrimination and 
other disability-specific law (Buhalis & Darcy, 2011), and “the implications of so 
few countries having such legislation is that the opportunities for people with 
disabilities to be able to enjoy barrier-free tourism and be truly global travellers 
remains rather limited.” (Buhalis & Darcy, 2011:81). Thus, it is vital that both, 
national and international levels and public and private sectors commit with 
accessible legislation and special requirements, because this kind of tourism 
needs a lot coordination, co-operation and partnership. 
 
In the table 2-3, it can be appreciated the initial progress about disability 
legislation (Buhalis & Darcy, 2011:9); as can be seen USA, China, Australia and 
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United Kingdom were the pioneers: 
  
Table 2-3: National disability discrimination legislation  
Year Country Legislation 
1990 USA Americans with Disabilities Act 
1990 China 
The Law of People´s Republic of China on the Protection 
of Disabled People 
1992 Australia Disability Discrimination Act 
1995 UK Disability Discrimination Act 
1995 India 
Persons with Disabilities (Equal Opportunities, Protection, 
of Rights and Full Participation) Act 
1996 Costa Rica Law N° 7600 on Equality for Persons with Disabilities 
1996 Hong Kong Disability Discrimination Ordinance  
2000 South Africa 
Promotion of Equality and Prevention of Unfair 
Discrimination Act, 2000 
2002 Pakistan National Policy for Persons with Disabilities 
2002 Canada Ontarians with Disabilities Act  
2009 Portugal 
Joined the United Nations Convention on the Rights of 
Persons with Disabilities signed in 2007 in New York, 
EUA  
Resolução da Assembleia da República n.º 57/2009 
2010 UK 
Equality Act 2010 (prior to October 2010 the relevant 
legislation was the Disability Discrimination Act 1995 as 
amended) 
2013 Canada The Accessibility for Manitobans Act  
 
Source: adapted from Buhalis & Darcy (2011:9),  Diário da República (2009:4929), 
& DREDF (n.d) 
 
The ENAT - European Network for Accessible Tourism specifies as follow key 
principles for making tourism facilities and services accessible (2007:14): 
 A person with a disability has the right to have a holiday or travel on business 
like everyone else; 
 Like other travellers, the wishes and the way they want to spent their holiday 
differs widely; 
 Disabled people should not be hindered in their choice because of a lack of 
accessibility; 
 There is not a „specific type of disabled traveller; 
 Therefore, the whole range of tourism facilities needs to be made accessible for 
a larger group of users; 
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 For certain groups more is needed than an accessible infrastructure: care, 
therapy, rehabilitation training may be needed when away from home. 
 
For several years, as Frye, chaired the sub-group on disabled air travellers of 
the European Civil Aviation Conference (ECAC) and currently co-chairs the US 
Transportation Research Board sub-committee on International Activities in 
Accessible Transportation and Mobility (Frye, n.d.), refers Disabled and 
Reduce-Mobility air passengers have met “discrimination and careless or 
undignified treatment in some airports and at the hands of some airlines” (Frye, 
2010), owing to economic, physical and attitudinal “barriers” (Chang & Chen, 
2012:529). Secondly, due to the large increase of older people and the 
enormous availability of low cost airlines, especially in Europe, meant to a 
notorious growth number of both, disabled and older people wanting to travel by 
air. As a result,  
 
“These two factors have put pressure on governments as well as on air carriers, 
airports, tour operators and travel agents to provide better and more reliable 
services to meet the needs of this growing passenger market and to recognise 
that disabled air travellers have rights that must be respected.” (Frye, Air 
Passenger Rights for Disabled People, 2010) 
 
As a great step forward in the European Union, The European Commission 
Parliament and The Council of the European Union published the Regulation N° 
1107/2006, which regulated and safeguard ―The Rights of Disabled Persons 
and Persons with Reduce Mobility when Travelling by Air”. It “establishes rules 
for the protection of and provision of assistance to disabled persons and 
persons with reduced mobility travelling by air, both to protect them against 
discrimination and to ensure that they receive assistance.” (Official Journal of 
the European Union, 2016:3). This regulation applies on departure from, on 
transit through, or on arrival at an airport where disabled or reduce-mobility 
using or intending to use commercial passenger air services, when the airport is 
in the territory of a Member State of the EU.     
 




“Any person whose mobility when using transport is reduced due to any 
physical disability (sensory or affecting mobility, whether permanent or 
temporary), intellectual disability or impairment, or any other cause of disability, 
or age, who needs appropriate attention and adaptation of the service made 
available to all passengers to his or her particular needs.” (EUR-Lex Access to 
European Union Law, 2016)  
 
The regulation has developed in two core focuses (2016):  
 
 It prohibits air carriers from refusing reservation or boarding to 
passengers because of their reduced mobility or disability and, 
 It also ensures that these passengers receive free-of-charge assistance 
to enable them to use air transport on an equal footing with other 
passengers. 
 
In detail, the Regulation N° 1107/2006 is composed of the following articles 
which provide the rights and knowhow to assist Disabled and Reduce-Mobility 
air passengers throughout their trip:  (i) Purpose and scope; (ii) Definitions; (iii) 
Prevention of refusal of carriage; (iv) Derogations, special conditions and 
information; (v) Designations of point of arrival and departure; (vi) Transmission 
of information; (vii) Right to assistance at airports; (viii) Responsibility for 
assistance at airports; (ix) Quality standards for assistance; (x) Assistance by 
air carriers; (xi) Training; (xii) Compensation for lost or damages wheelchairs, 
other mobility equipment and assistive devices; (xiii) Exclusion of waiver; (xiv) 
Enforcement body and its tasks; (xv) Complaint procedure; (xvi) Penalties; (xvii) 
Report; (xviii) and Entry into force (Official Journal of the European Union, 
2016).  
 
Even though, the regulation applies in the territory of the 28 countries1 of the 
European Union - EU, passengers travelling from a third country to a Member 
State are applicable to refusal of carriage and assistance by airlines articles as 
well. Furthermore, as Fry (2010) indicates some countries in Europe out of the 
EU have also applied this regulation voluntarily.  
                                                          
1
 Members of the EU: Austria, Belgium, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, 
Estonia, Finland, France, Germany, Greece, Hungary, Ireland, Italy, Latvia, Lithuania, 
Luxembourg, Malta, Netherlands, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, 
Sweden, and United Kingdom.  
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In brief, the following table shows the key points of the regulation which are 
related with the research objectives of this dissertation, whole regulation can be 
found in Annexe A: 
 
Table 2-4: Key points of Regulation N° 1107/2006 
 
Key Points Features 
Airport  
Assistance 
Persons with reduced mobility or disability are entitled to 
receive the assistance free of charge in airports (on departure, 
arrival and during transit, including embarking and 
disembarking) and on board aircraft (for example, the 
transport of mobility equipment and the carriage of guide dogs 
for blind) by employing the necessary staff and equipment 
(with the provision of lifts, wheelchairs or other assistance 
needed). Also, the airport body shall provide assistance to 
enable disabled and reduce mobility passengers to move 
along the airport areas (check-in counter, baggage 
registration, security checks, customs, emigration, lost and 
found, duty free, restaurants, baggage claim, reach 
connecting flights and move to toilet facilities if required).  
Managing Bodies 
and Funds 
Managing body of the airport may provide the assistance 
services themselves or may contract with third parties for the 
supply of this assistance. The managing bodies of airports 
may fund these services by levying a specific charge among 
all passengers using the airport; the most effective way to 
funding is a charge levied on each airline using an airport, 
proportionate to the number of passengers it carries to or from 
the airport. 
Notification  
of the Need for 
Assistance  
Airlines shall take all measures necessary for the receipt, 
including sale by telephone and via online, of notifications of 
the need for assistance made by disabled persons or persons 
with reduced mobility, and then notify to the managing body of 
the airport. Indeed, it is the responsibility of the passenger 
who request assistance notifies the airline or the tour operator 
at least 48 hours before the published time of departure of the 
flight, and airlines are bound to notify airports at least 36 hours 
in advance of the special assistance request and flight details. 
If no notification is made, airport shall make all reasonable 
efforts to provide the assistance in such a way that the person 
is able to take the flight. 
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Designed Points  
at Airport 
The body airport enable these passengers to proceed from a 
designated point of arrival at an airport to an aircraft and from 
the aircraft to a designated point of departure from the airport,  
both inside and outside terminal buildings. The designated 
points must be defined by consultation with disabled and 
reduce mobility users of that airport, and must be at least at: 
the main entrances to the terminal buildings, check-in 
counters, in train, light rail, metro and bus stations, at taxi 
ranks and other drop-off points, and in airport car parks, at 
which disabled persons or persons with reduced mobility can 
easily announce their arrival at an airport and request the 
assistance (for instance a call button). 
Information  
All essential information provided to air passengers should be 
provided in alternative accessible formats to disabled persons 
and persons with reduced mobility, and should be in at least 
the same languages as the information made available to 
other passengers. Such as Braille, screens, and so on. 
Training 
Airlines and airport managing bodies shall ensure that all their 
personnel providing direct assistance to disabled persons and 
persons with reduced mobility have knowledge of how to meet 




Under two certain circumstances, an airline or a tour operator 
may refuse reservation or boarding to a person with reduced 
mobility or disability: (i) in order to meet applicable safety 
requirements established by law (airlines may also request the 
person be accompanied by another person capable of 
providing assistance to meet these safety requirements), and 
(ii) if the size of the aircraft or its doors makes boarding or 
carriage of that person physically impossible.  




EU countries must lay down penalties for infringements of the 
regulation and set up independent bodies to deal with 
complaints. Besides, there are wide of rules on compensation 
and assistance to passengers in the event of denied boarding, 
as well as for cancellation or long delay of flights. 
Enforcement 
Each country of the EU shall designate a body responsible for 
the enforcement of this Regulation, including compliance with 
the quality standards. 
 
Source: adapted from Frye (n.d.), Air Passenger Rights for Disabled People (2010), Official Journal of the 




The Regulation 1106/2007 contemplates a broad spectrum of the right that 
Disabled and Reduce-Mobility passengers have to travel by air under a safe 
and right atmosphere, it constitutes a new boost for increasing the number of 
these kinds of passengers who want to run the risk to quit their routines and 
explore Europe without facing social, physical or attitudinal barriers. Moreover, it 
demonstrate that a Disabled and Reduce-Mobility passenger is equally 
important and valuable as any other foot passenger.  
 
Relating to Portugal, the Decree-Law N° 241/2008 publishes “Direitos das 
Pessoas com Deficiência e das Pessoas com Mobilidade Reduzida no 
Transporte Aéreo‖ by the Ministério das Obras Públicas, Transportes e 
Comunicações, which meets the Regulation N° 1107/2006 of the EU, and 
designated the “Instituto Nacional de Aviação Civil, I. P. (INAC, I. P.)”, 
renowned since 2015 as “Autoridade Nacional da Aviação Civil (ANAC)‖, for 
ensure compliance and implementation of the legislation in all flights to and 
from Portuguese airports (INR, 2008). In fact, there is a cooperation work with 
ANA Aeroportos de Portugal, SA which holds the concession to run public 
airport services civil aviation and it is the airport authority in Portugal (ANA - 
Aeroportos de Portugal S.A., 2016).  
 
In detail, the decree-law stipulates the managing bodies of the airports in 
Portugal must keep the assistance of disabled persons and persons with 
reduced mobility as an independent activity, through an adequate separation, of 
its airport management activities and accounting. Regarding the funds, ANAC is 
the body responsible for defining the charge levied per boarded passenger 
(Decreto-Lei n.º 241/2008, 2008). The whole decree-law can be found in 
Annexe B. 
 
Indeed, the Regulation N° 1107/2006 in the EU and the Decree-law N° 
241/2008 in Portugal are truly big steps forward in develop an inclusive 
transport service to Disabled and Reduce-Mobility air passengers, and most 
especially, in provide a service with equity and dignity that allow them enjoy air 
transportation, function independently and travel with confidence. Even thought, 
there are not global standards or legislation regarding Disabled and Reduce-
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Mobility air passengers, countries such as United States and Canada have 
implemented legal regulations as well as the EU (IATA.Airlines, 2012).  
 
In spite of improvement in the EU, United States and Canada, it is a fact that 
the lack of global standards is an issue to work on in the near future as Frye 
discusses,  
 
“Legislation to protect and promote the rights of disabled air travellers is 
essential to raising standards and to enabling people to travel with confidence. 
There is still a long way to go both in terms of embedding and enforcing the 
laws that are already in place – and perhaps just as importantly in harmonising 
them.” (Frye, 2010:11) 
 
In addition to the legal framework, Europeans airports have establishes an 
―Airport Voluntary Commitment on Air Passenger Service‖ since 2001, in close 
cooperation with the air transport industry, consumer organizations, 
organizations representing persons with reduced mobility, European 
governments and the European Commission, in order to deliver a defined 
quality and high standards of service to air travellers, and competitive definition 
in the Europeans airports (ACI Europe - Airports Council International Europe, 
2001); “ Signatory airports will each develop their own individual service plans 
incorporating the Airport Voluntary Commitment on Air Passenger Service.” 
(2001). Whole regulation can be found in Annexe C. 
 
Concerning Disabled and Reduce Mobility air passengers, the commitment 
indicates, 
 “Each airport will prominently publicise the services it offers for assisting 
passengers with reduced mobility (PRMs). Most crucially each airport commits 
itself to the new special protocol on "Meeting the needs of people with reduced 
mobility” (2001:2)” 
 
The purpose of the ―Special Protocol to Meet the Needs of People with 
Reduced Mobility‖ is “to improve the accessibility of air travel to people with 
reduced mobility by ensuring that their needs are understood and provided for, 
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and that their safety and dignity are respected.” (ACI Europe - Airports Council 
International Europe, 2001). Consequently, the commitment establishes as 
follow basic assumptions and provision of infrastructure to be implemented at 
the European airports (2001:6):  
 
Table 2-5: Basic assumptions and provision of infrastructure in the “Special 
Protocol to Meet the Needs of People with Reduced Mobility” 
 
Source: adapted from ACI Europe - Airports Council International Europe, 2001 
 
Besides the legislation and the voluntary commitment, The European Civil 




- PRMs have the same rights as other citizens to freedom of 
movement and freedom of choice. This applies to air travel as to all 
other areas in life. 
- Airports and related service providers have a responsibility to meet 
the needs of PRMs. 
- PRMs also have a responsibility to identify their needs to the proper 
channels at the proper time. 
- Information, using accessible formats, must be made available to 
enable PRMs to plan and make their journey. 
- Disability should not be equated with illness and therefore PRMs 
must not be required to make medical declarations about their 
disability as a condition of travel. 
- Organizations representing PRMs will be consulted on all issues 
relevant to PRMs. 
- Staff will be given appropriate training in understanding and meeting 
the needs of PRMs. 
- Control and security checks will be undertaken in a manner which 
respects the dignity of PRMs. 
- PRMs must be enabled to remain independent to the greatest 
possible extent. 
- The cost of providing for the needs of PRMs must not be passed 
directly to PRMs. 
Provision of  
Infrastructure 
 
Each airport safeguard that its infrastructure is compatible with the 
needs of people with reduced mobility and that this part of the service 
is provided in an efficient manner. This includes: 
 
- Access to landside and airside ground transport 
- Parking, pick-up, drop-off and transfer arrangements 




and practices amongst its Member States and, at the same time, promote 
understanding on policy matters between its Member States and other parts of 
the world” (ECAC - European Civil Aviation Conference, 2016), is also 
contributing to provide a high-quality and standard service to Disabled and 
Reduce-Mobility air passengers along EU. Therefore, in 2003 the ECAC 
published the "Code of Good Conduct in Ground Handling for Persons with 
Reduce Mobility” (ECAC, 2003), which provides guidance to Air Carriers, 
Ground Handlings Companies and Airports to ensure professional and 
seamless service to PRMs in Europe.  
 
The code defined Disabled and Reduce-Mobility air passengers as Person with 
Reduce Mobility - PRM that,  
 
“… is understood to mean any person whose mobility is reduce due to physical 
incapacity (sensory or locomotory), an intellectual deficiency, age, illness, or 
any other cause of disability when using transport and whose situation needs 
special attention and the adaptation to a person´s needs of the service made 
available to all passengers” (2003) 
 
Within the key strategies and complementing the Regulation 1107/2006, it sets 
the Airport Assistance of “providing a wheelchair only service (non-assisted) as 
request by passengers.” (2003). Moreover, some operating principles should be 
reflected in the operations such as prioritising, scheduling and reaching timely 
assistance; clear indications for the customers about the provision of the 
assistance, and airports allow blind or vision impaired passengers to be 
escorted by their guide dogs all over the terminals. Concerning operating hours, 
the Airport Assistance should operate the required service in landside area 
during operational hours, and terminal and airside areas according to local 
requirements (ECAC - European Civil Aviation Conference, 2003). Whole code 
can be found in Annexe D. 
 
It can be said the greatest contribution of the ECAC code to provide a high-
quality service to these kinds of tourists, there were the Service Standards and 
Performance Monitoring, in which regulate waiting times throughout the whole 
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assistance process at the European airport (2003). In Table 2-6 are described       
the waiting times:  
 
Table 2-6: Service standards and performance monitoring in the “Code of Good 













Upon arrival at the 
airport, once they 
have made 
themselves known: 
Upon arrival at the 








be available at the 
gate-room/aircraft 
side for: 
80% of customers 
should wait no 
longer than  
10 minutes for 
assistance 
80% of customers 
should wait no 
longer than  
25 minutes for 
assistance 
80% of customers 




80% of customers 
within 25 minutes of 
"on chocks" 
90% should wait for 
no longer than  
20 minutes 
90% should wait for 
no longer than  
35 minutes 
90% within  
10 minutes 
90% within  
35 minutes 
100%  should wait 
for no longer than  
30 minutes 
100%  should wait 
for no longer than  
45 minutes 
100% within  
20 minutes 
100% within  
45 minutes 
Source: adapted from ECAC (2003:3) 
These waiting times are considered when conducting satisfaction survey 
questionnaires of Disabled and Reduce-Mobility air passenger to define 
punctuality and performance of the assistance service in Faro Airport.  
 
In conclusion, even over this century has been a notorious improving about 
rights, legislations and commitment of Disabled and Reduce-Mobility air 
passengers along Europe, it is essential all stakeholders of aviation industry (Air 
carriers, governments, airports, ground handlings, assistance bodies, European 
Parliament, organizations representing persons with reduced mobility, and so 
on) cannot let the guard down because there is still lots room for improvement.  
  
                                                          
2
 On Chocks: when putting a wooden or metal device placed in front of the wheels of a parked 
aircraft to prevent it from moving (Croker, 2007:43) 
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2.1.3 Categories of PRMs 
 
As the aviation is an industry which works with lots codes to enable international 
communication, the PRM categories are indispensable so that stakeholders 
(airlines, airports, customs, assistances, ground handlings, and so on) are able 
to speak the same language, no matter in which country they are, and right after 
to provide the kind of assistance that most suited to needs of each Disabled and 
Reduce-Mobility passenger. As Dodge and Kitchin (2004) cited by Adey 
(2006:80) refers, 
 
 “Air travel and airports are indicators of the highest level of the pervasiveness 
of code within society and space. At the airport, code is not just an additive to 
the ingredient of the space, but is instead fundamental to the processes of air-
travel. They write that code has become so important to air-travel that if the 
code fails, the material processual component of the code/space will fail also” 
(Adey, 2006) 
 
Consequently, due to the different laws and procedures around the world, IATA 
standardised global categories of PRMs (IATA - International Air Transport 
Association, 2002) to be implemented by the 287 IATA Airlines members 
(2018); the categories are amended from time to time (Heathrow Airport, n.d.). 
As follow, the most used categories regarding PRM can be appreciated:  
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 who is completely immobile who can move about only with the help 
of a wheelchair or any other means and who requires assistance at all 
times from arrival at the airport to seating in the aircraft, or if necessary, in 
a special seat fitted to his/her specific needs the process being inverted at 
arrival 
WCHS 
PRM Passenger who cannot walk up or down stairs, but who can move 
about in an aircraft cabin and requires a wheelchair to move between the 
aircraft, in the terminal and between arrival and departure points on the 
city side of the terminal 
WCHR 
PRM Passenger who can walk up and down stairs and move about in an 
aircraft cabin, but requires a wheelchair or other means for movements 
between the aircraft and the terminal, in the terminal and between arrival 
and departure points on the city side of the terminal 
WCHP 
Passenger with a disability of the lower limbs who has sufficient personal 
autonomy but requires assistance in an aircraft cabin only with the help of 
an on-board wheelchair 
DNPA 
Disabled Passenger with Intellectual or developmental disability who, 
according to the type and level of disability, can only move around with the 
help of an accompanying person. This also covers disabilities such as 
Alzheimer or Parkinson. A code has yet to be agreed for PRMs using 
assistance dogs. 
BLND Passenger is blind or visually impaired 
DEAF Deaf or hard of hearing/Deaf without speech 
DEAF/BLIND 
Blind and deaf passenger who can only move about with the help of an 
accompanying person 
STRC PRM s on a stretcher and can only be transported this way 
MAAS Passenger needs special assistance. Exclusively for "elderly passengers" 
MEDA 
Only in combination with wheelchair) are passengers whose mobility is 
impaired on account of a progressive medical condition but who are 
authorized to travel by medical authorities or are declared fit to travel by a 
medical practitioner. 
WCMP Wheelchair (Manual Power) to be transported by a passenger 
WCBD 
Wheelchair (dry Cell Battery) to be transported by a passenger which may 
require advance notification, preparation or (dis) assembly 
WCBW 
Wheelchair (Wet Cell Battery) to be transported by a passenger which 
may require advance notification, preparation or (dis) assembly 
 
Source: adapted from Heathrow International Airport, n.d., MyWay- ANA Aeroportos de Portugal, 2010, 
and Leipzig-Halle Airport, 2010 
                                                          
3
 PRM: Passenger/Person with Reduced Mobility      
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As can be appreciated in Table 2-7, there is no one only type of Disabled and 
Reduce-Mobility air passenger, in fact the spectrum of profiles and needs to be 
accomplished is large, and the categories are essential to assign the accurate 
assistance and staff to each passenger.  
 
2.1.4 Accessible facilities and services, and trained staff  
 
 
Traveling by air is a complex action, it requests planning, scheduling and 
accomplishments before, during and after the journey. In fact, if it would be an 
international flight, arrangements and level of pressure may be rise. As basics, 
you need to know the location of the airport; how to arrive and get out of it; a 
booking; check-in, boarding and flight times; correct travel documents; a gate 
number; a boarding pass; number of the baggage claim belt; where it is the 
passport control; if you must cross through customs or not; and so on. As if this 
were not enough, is added some kind of disability or/and reduce mobility 
condition to this context, the complexity of air traveling experience will be 
broaden even more.  
  
Nowadays, airports have been built to be most effective, providing high-quality 
services, high security levels, and easy access and movement along of their 
terminals by the general public. Therefore, the questions that could be 
formulated for this research would be: have needs and wants of Disabled and 
Reduce-Mobility passengers been taking into consideration when building or 
remodelling airports to provide them independence? Are facilities and services 
physically accessible? Are they treated fairly when take a flight? Is the attitude 
of the staff kind enough to make them feel comfortable?  
 
Buhalis and Darcy (2011) identify some dimensions of access and examples of 
an inclusive practice in tourism that can be optimally matched with accessible 
facilities, services and staff attitude at airports, in fact in Faro Airport. The aim of 
these dimensions are “presented as a foundation for understanding what 
promotes independent, dignified and equitable access that is at the core of the 
definition of accessible tourism” (2011:55). In the Table 2-8 can been identify 
them and the support requirements: 
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Table 2-8: Dimensions of access and examples of inclusive practice in tourism 

















































































































Source: adapted from Buhalis & Darcy (2011:56) 
 
When implementing survey questionnaires, these dimensions are taken into 
consideration to identify level of satisfaction. 
 
In brief, to make the airport experience of Disabled and Reduce-Mobility 
passengers more comfortable, safe, rewarding and stress-free is not enough 
just to provide a good wheelchair and a punctual service; in addition, it is 
noteworthy to provide means of communication, specific areas, wayfindings and 
information systems, and sympathetic customer service attitude that meet their 
needs and wants. This is not only about accomplishing a legislation, it is also a 
                                                          
4
 Not applicable for this dissertation  
5
 Not applicable for this dissertation 
28 
 
social, personal and corporate commitment where “air service providers may 
have the potential to create a lucrative niche market” (Chang & Chen, 2012: 
529), and brings a lot of benefits as it was mentioned at the beginning of this 
chapter: it increases the number of visitors, is multi-customer because most of 
the time disabled people are accompanied by able-bodied assistants, family 
and friends; rises income on account because this segment tends to spend 
more than the conventional tourist; and so (UNWTO, 2015:4).  
 
For example, Buhalis and Darcy (2011) in an exploratory study expose Blind 
People´s Tourism Experiences. Related to flight experience, they could 
conclude that,  
 
“Participants praised the procedure whereby a special vehicle is available to 
transport them to the passport control and baggage claim areas, and also spoke 
of the importance of provided baggage assistance…related to this service as 
crucial for creating a positive flight experience. Participants also referred to the 
need for reliable information and the importance of accurate and immediate 
notification of changes in flight schedules. Blind people tend to fear missing 
information dealing with a change of gate or flight schedule – especially in the 
case of connecting flights – as they cannot read the electronic signs…reported 
feeling insecure about hearing or understanding messages relayed on the 
public announcement system due to airport noise or lack of familiarity with local 
accents. They specifically mentioned a preference for quiet spaces where they 
can more easily hear airport staff announcement” (Buhalis & Darcy, 2011:165) 
 
In addition, academic and scientific approaches about Disabled and Reduce-
Mobility air passengers´ satisfaction at airports are quite limited; there is very 
little literature about it. Chang and Cheng argue that “Research on the air 
transportation providers‟ perspective in relation to servicing impaired air 
passengers is limited. No mention is made with regard to determining the real 
drivers of the willingness to help from the supply-side.” (2012:530) 
 
However, Chang and Chen (2012) have implemented an interesting study 
where analyses “The complaints levelled at airport and airline facilities and 
services by disabled air travellers. It also examines the factors affecting the 
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willingness among industry providers to help passengers based on a sample of 
airline, airport and government staff” (2012:530) in Taiwan. The research was 
complemented with 180 valid questionnaires and the results concerning airport 
facilities are given in the Figure 2-1:  
   
Figure 2-1: Complaints received regarding airport facilities for impaired air 
passengers in Taiwan 
 
 
Source: adapted from Chang & Chen (2012:533) 
 
Consequently, these seven complaints, which complement the dimensions of 
access and examples of inclusive practice in tourism of Buhalis and Darcy 
(2011:55), are assessed in the questionnaires of this dissertation.  
 
On the whole,  to have a better understanding of the procedure a Disabled and 
Reduce-Mobility passenger should pass through when using air transport 
services,  it is taken the four segments that Chang and Cheng proposed: pre-






Figure 2-2: Procedure for disabled passengers using air transport services 
 
Source: adapted from Chang & Chen (2012:533) 
As may be observed in the Figure 2-2, the wheelchair (assistance) service is 
essential in the whole journey, from the reservation of the airline ticket until 
passenger leave the airport. In consequence, difficulties in accessible facilities 
and services, or unprofessional staff attitude in any segment may discourage 
Disabled travellers from taking the trip altogether (Chang & Chen, 2012). As 
Frye exposes, “other barriers at many airports include poor signage and an 
absence of visual and audible information.” (Accessible Air Transportation: 
Challenges and Options, n.d.) 
 
Cited by Buhalis and Darcy (2011, p. 66), Stumbo and Pegg “stress the need to 
develop joint cooperation between airports and airlines to ensure access for 
people with a disability” (2005).  
 
In the article ―Identifying Mobility Service Needs for Disabled Air Passengers‖ of 
Chang and Cheng (2011:1215) are specified facilities and services PRM 




Figure 2-3: Facilities and services for disabled passengers traveling by air 
 
Source: adapted from Chang & Chen (2011:1215) 
 
Additionally, the United States´ Federal Aviation Administration (FAA), cited by 
Chang and Cheg (2012), made four recommendations to airports, 
managements and airlines to provide accessible facilities and services to 
facilitate the carriage by air of disabled persons (Abeyratne, 1995):  
 Airport and airline staff should be specially trained to handle emergency 
situations involving elderly and disabled passengers such as the evacuation of 
passengers. 
 Toilets on board aircraft and in airport terminal buildings must be equipped with 
door expansion and grab bars. In larger aircraft, at least one toilet should be 
easily accessible by wheelchair or transport chair. 
 Airports should have wheelchairs or other motorized equipment at the arrival 
and departure areas of the terminal for the use of mobility-impaired passengers. 
 There should be stairs and ramps at all changes of level at airports. All ramps 
must be wide enough to accommodate a wheelchair or trolley. 
 
In respect of staff attitude and approach, it is the most value field determining 
satisfaction Disabled and Reduce-Mobility passengers take into account (UK 
Department for Transport, 2008), because negative attitudes were the hardest 
barrier to overcome (Schleien, Ray, & Green, 1997). One of the main issues is 
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Assistance staff do not have the skills and the qualified and wide training on 
how to treat every clusters of PRM. Thus, a “good training will ensure that 
disabled passengers are more likely to receive a high level of customer service, 
to travel more easily and to take away a favourable impression of the 
organization.” (Chang & Chen, 2012:531). 
 
As follow, some experiences of disabled air passengers published by Buhalis 
and Darcy (Accessible Tourism: Concepts and Issues, 2011). As can been 
seen, depending of the customer service attitude and level of trained staff, it can 
be brought two opposite scenarios of satisfaction:   
 
“You get the odd on who is quite rough, and they pick you up like a sack of 
potatoes. They do not really have any idea of safe lifting and positioning, they 
just dump you and walk off. I have had that happen before, that was terrible … 
as soon as you get out of your motorize chair, you often feel very vulnerable. 
You can´t move anywhere (MI)” (Buhalis & Darcy, 2011:99) 
 
“If I choose to inform them that I am visually impaired, the meet and greet 
service with the airlines is great. They escort me onto the plane, find my seat. 
Also then they will give me an aisle seat if that is possible (VI)” (Buhalis & 
Darcy, 2011:100) 
 
Frye mentions that training is a challenger that needs to be solved because lot 
of the difficulties are resulted for a lack of staff training, and “good practice 
dictates that all staff, working in whatever capacity at an airline or airport should 
have at least basic training in disability awareness and equality issues” 
(Accessible Air Transportation: Challenges and Options, n.d.).  
 
Likewise, Frye highlights Assistance Service staff requests detailed and 
thoroughly training of kinetics of lifting, communication skills with passengers 
who are deaf, and so on (Frye, n.d.). For instance, “some airports and airlines 
are now rolling out e-learning on disability to all levels of management and 
administrative staff so that the culture of understanding permeates the whole 
organisations.”   
33 
 
2.1.5 Some airport special assistance in Europe 
 
 
Since the Regulation 1107 entered into force in 2006 and all airports in the EU 
should provide assistance service to Disabled and Reduce Mobility passengers 
free of charge and with high quality standards, in the Table 2-8 it can be 
appreciated some examples of the airport assistance providers with their logos 
and descriptions in five different airports in the EU: Faro, Portugal; Heathrow, 
United Kingdom; Frankfurt, Germany; Madrid, Spain; and Zurich, Switzerland. 
 
Although these five airports are complying with the regulation, each of their 
assistance providers has a distinct approach. For instance, Faro Airport focuses 
on facilities available at the airport, personalized service and qualified staff, 
Heathrow Airport on made sure the assistance required is available and to let 
know that is free of charge, Frankfurt Airport on ensure to meet the standards of 
service, being friendly, multi-cultural and flexible to help their guests, Madrid-
Barajas Airport on compliance the Regulation 1107/2006, full coverage in every 
Spanish airport, and to guarantee a quality service, and  Zurich Airport on help 
and guide the PRMs along all the stages and checks at the airport, and to take 
care of mobility equipment of the Disables and Reduce-Mobility passengers.  
 
While this research is approached on levels of satisfaction of Disabled and 
Reduce-Mobility passengers regarding facilities, services and staff in Faro 
Airport, in the meanwhile it is worthwhile to identify best practices of other 
airports in the European Union and therefore replicate them in Faro in order to 













MyWay is "a service that complements the wide range of 
facilities available at ANA airports and aims to offer 
assistance to disabled persons and persons with reduce 
mobility. My Way is a personalized service, included among 
interventions at ANA airports, such as mechanical aids 
escalators, and moving walkways, list, signage and 
wayfinding, as well as qualified staff, providing total 







"Omniserv, our service provider, will ensure that the 
assistance you require is made available. Assistance can be 
provided from your arrival at the airport through to your airline 
lounge (if eligible) and then on to your departing aircraft. 
Omniserv will meet you on your return from your aircraft and 
accompany you to your waiting friends and relatives or to your 
onward transport. All assistance is provided free of charge." 






"Our Service Agents, who are as multi-cultural as those they 
assist, ensure that our guests are handled as individually as 
possible, while meeting the standards of service that the 
airlines desire for their passengers. We value not just the 
extensive knowledge required, but also place a high 
emphasis on being friendly and flexible to help guests as the 
situation calls for. We in special services know that through 
our presence we represent more than FraCareServices; we 
stand in welcome, representing Frankfurt Airport and 







"In compliance with Regulation (EC) no. 1107/2006 ... This 
European Community measure represents a significant social 
advance for disabled persons and for this reason all the 
necessary financial, material and human resources have 
been provided to make it possible for every Spanish airport to 
render a quality service guaranteeing that all people can 
enjoy air transport anywhere in Europe, regardless of their 







"Zurich Airport offers assistance to disabled passengers and 
passengers with reduced mobility on their way at the airport. 
The service is provided by our service provider Careport AG 
and is available free of charge to all passengers with reduced 
mobility. Careport will guide and help you from the venue at 
the airport up to the aircraft door or/and from the aircraft door 
to the baggage area and also help you go thru all necessary 
checks. Careport also takes care of your special needs, such 
as the transport of your wheelchair or the appropriate 






2.2 About Customer Satisfaction  
 
 
Would you think you could live a plenty and joyful life if some part of your body 
or your brain did not work as they should? Would you be an independent 
person if perhaps you did not have a leg, an arm, the sense of sight or hearing? 
And with that condition, would you be brave enough to take an aircraft and to 
travel thousands of kilometres away from home? And, it finally you were 
courageous enough to embark on that adventure, would companies consider 
you as a value consumer and supply you high quality services with equity and 
dignity as any other client? Would you be satisfied with that products and 
services received? , And consequently, would that goods and services improve 
your well-being and therefore your quality of life? Perhaps, answering all these 
questions could not be easy as it may think. 
 
As could be seen along the previous literature review of our research, there is 
still a long way in the tourism industry to accurately understand  of what is 
disability, who is a disabled and/or reduce mobility tourist, and what are their 
truly expectations, wants and needs. Concerning specifically to the aviation 
industry, even when the progress already achieved it is very important and 
significant, it is still more about accomplish legislations and formal procedures, 
than a real commitment and effort to satisfy this market niche as a valuable 
customer, and offer them memorable experiences, nice stories, sensations, 
spiritual comfort, entertainment, and well-being (Mendes, 2017; Pine & Gilmore, 
1999).   
 
Consequently, to distinguish if some of the aspects mentioned above are 
being taken into account to satisfy Disabled and Reduce Mobility air 
passengers in Faro Airport, it is important to explore a general 
framework of what is satisfaction and customer satisfaction. In this way, 
at the time of implementing survey, there will be a scientific approach to 
analyse what is happening with levels of satisfaction of this passenger 




 “Service quality and passenger satisfaction are subjects of high interest within 
the airport industry. Surveys have been systematically carried out by 
international agencies (ACI6, IATA), as well as several ad hoc initiatives by 
other organizations and airports. Due to increasing traffic and changes in the air 
transport market, it has become more important for airport managers to 
measure, analyse and extract relevant information regarding passengers' 
perception…” (2015:77).  
 
Nowadays, there are lot of definitions of satisfaction based on different 
perspectives. In general, the word satisfaction comes from the Latin satis 
(enough) and facere (to do or make) (Oliver, 2015:6); and for our purpose, 
satisfaction´ definitions of Kotler and Oliver fit properly:  
 
“A person‟s feelings of pleasure or disappointment resulting from comparing a 
product‟s perceived performance (or outcome) in relation to his or her 
expectations”. (Kotler, 2000) 
 
“Satisfaction is the consumer‟s fulfilment response. It is a judgment that a 
product/service feature, or the product or service itself, provided (or is providing) 
a pleasurable level of consumption-related fulfilment, including levels of under- 
or over fulfilment” (Oliver, 2015:8) 
 
Subsequently, customer satisfaction is a subjective concept that could be 
influenced for many factors. It is actually a sensitive matter, because we really 
do not know what are real variables clients consider to evaluate companies´ 
performance; in our case, Faro Airport terminal´ facilities, services and special 
assistance performance. 
 
As a general idea, customer satisfaction could be defined as minimum 
standards that companies has to performance to accomplish customer 
expectations and needs (Higuera, 2017, p. 4; Kozak, 1996), which brings an 
overall life satisfaction and well-being to their clients (Guerreiro, 2017). To 
complement, according to González et al. “Customer satisfaction results 
from individual and global transactions, whereas service quality involves 
                                                          
6
 ACI: Airports Council International  
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a general impression of the superiority or inferiority of the service 
provider and the services or a general attitude toward services.” (2007).  
 
Moreover, experiences play a key role along the customer satisfaction 
process because “experiences result when a company uses tangible 
goods as props and intangible services as the stage for engaging each 
customer in an inherently personal way, and thereby create a memory, 
the hallmark of every experience” (Pine & Gilmore, 1999).  
 
Indeed, through the questionnaire´ implementation in Faro Airport, there 
will be measure if Disabled and Reduce-mobility air passenger have been 
creating nice memories and having good experiences in their journeys through 
the terminal; because, as Lord Kelvin (19th Century) reportedly said “… if you 
cannot measure something, you cannot understand it”, and Grigoroudis & 
Siskos affirm, 
 
“Customer satisfaction measurement is now considered as the most reliable 
feedback, taking into account that it provides in an effective, direct, meaningful 
and objective way the customers‟ preferences and expectations. In this way, 
customer satisfaction is a baseline standard of performance and a possible 
standard of excellence for any business organization” (Grigoroudis & Siskos, 
2010:1) 
 
Among the reasons that justified measuring customer satisfaction in any 
company or industry are, for example: customer satisfaction is the most 
trustworthy market information; many customers evade communicating their 
complaints and discontent with the service or product provided because 
sometimes they think the company will not take any corrective action; the 
measurement allows detecting potential market opportunities; aims the 
companies to a continuous improvement based on customer expectations and 
needs; supports businesses to understand customer behaviour,  needs and 
desires; and may expose potential differences between the service quality 
perception of the customer and of the company‟s management (Grigoroudis & 
Siskos, 2010:2).      
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In detail, implementation of a customer satisfaction survey brings many benefits 
for both, clients and companies as it is exposed in Table 2-10. 
 
Table 2-10: Advantages of a customer satisfaction measurement survey  
 
Source: Adapted from (Grigoroudis & Siskos, 2010:3) 
 
 
In conclusion, it is important airports offer quality and valuable experiences, and 
create and innovate products and services that generate satisfied passengers, 
because high levels of satisfaction brings positive results, such as increased 
loyalty, favourable Word of Mouth, profit increase, best reputation, better image, 
increased tolerance to the price, and greater political support being (Guerreiro, 
2017). In our case, it will be bring happy Disabled and Reduce-mobility air 













Survey   
"Customer satisfaction measurement programs improve the 
communication with the total clientele, provided that they 
constitute continuous and systematic efforts of the 
business organizations.” 
 
“Business organizations may examine whether the 
provided services fulfill customer expectations. 
Furthermore, it is possible to examine whether the new 
actions, efforts, and programs have any impact on the 
organizations´ clientele” 
“The critical satisfaction dimensions that should be 
improved are identified, as well as the ways through which 
this improvement may be achieved.” 
“The most important strengths and weakness of the 
business organizations against competition are determined, 
based on customer perception and judgments” 
"The personnel of the business organization is motivated to 
increase its productivity given that all improvement efforts, 




 – METHODOLOGY 
 
 
Research is a tool of science that leads the society to increase knowledge, to 
solve specific problems and to set valuable information together. In companies, 
it can be said that all of this, it is valued for creating and improving procedures 
that will lead to have new perspectives of a subject matter and to make better 
management decisions (Higuera, 2017:4; Silva, 2017). 
 
Therefore, as one of the main objectives of this dissertation is to provide 
valuable information together about satisfaction levels and areas for 
improvement related with Disabled and Reduce-Mobility passengers to Faro 
Airport Management, in this chapter, it will be exposed the methodology 
employed to achieve these purposes.  
 
First, it shall be described the study area, Faro Airport: features, new terminal, 
accessible facilities and services, official statistics, and MyWay, the special 
assistance service; second, the collect data instrument; third, population and 
sampling; and last, the data analysis method. The study is based on a 
quantitative data obtained by the implementation of survey questionnaires of 
Disabled and Reduce-mobility air passengers in Faro Airport.     
 
3.1    Study Area  
Nowadays, airports do not just simply provide facilities and services to transport 
people and goods world-wide. Quite to the contrary, as Gupta and Venkaiah 
expose, airports are complex and multi-products enterprises which have turned 
to “dynamic spaces for passengers to relax, stay over, shop, enjoy leisure and 
recreation activities, and also travel” (2015:46).  
 
Consequently, airports must work with essential facilities and services that 
achieve an effective and functional movement of passengers thought the 
terminal, and comply with all usage norms and safety regulations. Moreover, 
airports activities depend of the following four key elements: “(i) Passengers 
and goods that circulate through its terminals, (ii) Its physical, social and 
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economic environment, (iii) Its nature as a productive and business generator 
unit, and (iv) Agents that operate in it, mainly airlines and franchisees of 
commercial services.” (Gupta & Venkaiah, 2015:47). 
 
To a better understanding of our research venue, Faro Airport, it is important to 
have an overall perception of what is an airport and how it is composed.  On the 
whole, an airport terminal according to the Transportation Research Board of 
the United States is defined as,  
 
“Public facilities located on the airport that are used for processing departing 
and arriving passengers. The terminal typically includes the following functions: 
ticketing/check-in (full-service and self-service), SSCPs7, concessions, 
restrooms, baggage screening, baggage make-up8, aircraft boarding gates, 
hold-rooms, baggage claim, and a meters and-greeters area. (Note: many 
terminals also include international arrivals facilities)  (2008:5) 
 
An airport is divided in two major areas, the landside and the airside as can be 
seen in figure 3-1.    
 
Figure 3-1: Overview of landside and airside areas at an airport  
 
 
Source: Adapted from (Thales - Security Solutions & Services Division, n.d.) 
 
                                                          
7
 SSCP: Security Screening Checkpoint  
8
 Baggage make-up: facilities in the secure area of the terminal where the airlines consolidate 
checked baggage for loading onto the aircraft. (Transportation Research Board, 2008:4) 
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The Landside is “public (non-secure9) portion of the airport from the airport 
entrance(s) up to the face of the terminal building(s) that facilitate both vehicular 
and pedestrian movements and may include check-in functions” (Transportation 
Research Board, 2008:4). As a complement, the Airside is public (secure) areas 
to which passenger and other public access is controlled by an SSCP.  
 
In the framework of our research, the following definitions of Airside and 
Landside of the ANAC10 will be taken into consideration, 
 
 
Airside (Lado Ar): "The movement zone of the aerodromes and their adjacent 
lands and buildings, or part of them, whose access is restricted, reserved and 
controlled"  (2015:107) "The airside of an airport is considered to be the 
runways, taxiways, aircraft stands and other areas whose access is controlled. 
Ex: Boarding gate, traffic area, among others." (ANAC – Autoridade Nacional 
da Aviação Civil, n.d.:18) 
 
Landside (Lado Terra): “All areas within the perimeter of the aerodrome which 
are not classified as airside. Airport areas and adjacent lands and buildings, or 
part thereof, not included in the air side” (2015:107) "This is the case of public 
areas, such as: Passenger terminals (including check-in areas), commercial 
areas, catering areas, parking lots, among others." (ANAC – Autoridade 
Nacional da Aviação Civil, n.d.:18) 
 
 
In the Figure 3-2, it can be appreciated the functional components of the both 






                                                          
9 Non-secure area: public areas of the terminal that departing passengers access before 
entering the security screening checkpoint (SSCP) and that arriving passengers access after 
leaving the secure area. (Transportation Research Board, 2008: 4) 
10
 ANAC: Autoridade Nacional da Aviação Civil de Portugal 
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Figure 3-2: Airside and landside: functional view of the airport  
 Source: Adapted from (Lemer, 1988:15) 
 
In conjunction with all airport operations, it comes into play crosswise 
accessible tourism. As we could appreciate along the Literature Review, 
Disabled and Reduce-mobility air passengers have the right to “receive free-of-
charge assistance to enable them to use air transport on an equal footing with 
other passengers, and it prohibits air carriers from refusing reservation or 
boarding to passengers because of their reduced mobility or disability.” (Official 
Journal of the European Union, 2016). 
 
Consequently, the following statement of the Transportation Research Board of 
the United States about airport facilities perfectly fits for our objectives; because 
it is very important, terminals must continuously adjust their facilities and 
services to meet needs of Disabled and Reduce-mobility air passengers, 
  
“Airport terminal landside facilities evolve in response to changes in travellers‟ 
needs and industry development and regulation. New functions, services, and 
processes must be accommodated as they appear even when the facility was 
not originally designed for the purpose. Increases in passenger and baggage 
screening, provisions for self-service check-in, blast protection, an aging 
population, persons with disabilities, and the need to improve intermodal 
connections are among the various functions, services, and processes that are 
currently necessitating design invention.” (Transportation Research Board, 





3.1.1 About Faro Airport and its facilities and services  
 
Faro International Airport (in Portuguese: Aeroporto Internacional de Faro with 
IATA code FAO11) is located 4 km to the west of Faro City in The Algarve, the 
southern region of Portugal (Figure 3-3). It was inaugurated on 11th of July of 
1965, and nowadays it is the main tourist airport in Portugal by being the point 
of connection between the south of Portugal and Huelva in Spain with Europe 
and the rest of the world. 
 
Figure 3-3: Map location of Faro Airport 
 
Source: Source Google Maps 
 
In fact, Faro Airport plays a key role in the overall economic growth of the 
country. “It was, in 2016, the national airport that registered the highest growth: 
18.5%, with more than 7 million passengers” (ANA - Aeroportos de Portugal 
S.A., 2017) and, in 2017 with over 8,7 million national registered passengers 
and more than 70 destinations all over Europe, “which equals an average 
occupancy rate of 87%, representing a growth of 14.4% over the previous year. 
Commercial transactions reached 57,473 (+12%) and available seats increased 
to 10,084,986 (+ 12.9%)” (ANA - Aeroportos de Portugal S.A., n.d.).   
                                                          
11
 “The International Air Transport Association's (IATA) Location Identifier, a unique 3-letter 




Faro airport and all major Portuguese airports are managed by ANA - 
Aeroportos de Portugal, which is the concession responsible for providing 
support to civil aviation operations, planning, development, and construction of 
future infrastructure of the airport (ANA - Aeroportos de Portugal S.A., 2016).  
 
In 2017, Faro Airport opens a new terminal after a large renovation which has 
“followed a pro-active strategy for the development of traffic, at the same time 
adjusting its infrastructure and services to the needs of airlines and passengers, 
maintaining high levels of security and appropriate levels of service quality” 
(ANA - Aeroportos Algarve S.A. & VINCI Airports, n.d.). In detail, the main 
renovations that took place in the terminal were (Faro Airport opens New 
Terminal, 2017): 
 
 More operational areas and more public areas. 
 Expansion of the terminal area which will grow from the current 
81.200m2 to 93.120 m2. 
 Expansion and refurbishment of Retail areas and Food Court. 
 Increased passenger processing capacity in the subsystems Security 
Screening and Passport Control. 
 Terminal image modernization. 
 Integration of terminal areas in the new concept of land accessibility.  
 Increases the ability to embarking and disembark from 2400 to 3000 
people per hour. 
 
Figure 3-4 shows the map of new Faro Airport and as ANA refers, these 
renovations reach to be in the forefront of the aviation juncture of Europe,  
 
“This modernization aims to adapt the infrastructure to a new paradigm of air 
transportation in Portugal and throughout the Europe – the increasing of low-
cost airlines. Faro airport registered an increase of low cost passengers and, at 
the same time, a decrease of passengers of other types of flights.  This reality 
results in a new passenger profile, with new needs and that stays more time in 








Figure 3-4: Map of Faro Airport 
 
 
Source: adapted from (ANA - Aeroportos Algarve & VINCI Airports, 2013) 
 
 
As regards facilities, it can be appreciated Faro Airport new terminal offer, 
based on the renovation, in Figure 3-5 which is divided into Airside and 
Landside. Overall, the airport has 29 airlines operating, 16 restaurants and 
cafés, and 36 stores (VINCI Airports, n.d.).  
 




Source: adapted from (ANA - Aeroportos de Portugal S.A., 2017; ANA - Aeroportos de Portugal S.A., 
2015; ANA - Aeroportos Algarve & VINCI Airports, n.d.) 
 
Airside: 
1) Baggage Claim Area and Arrival 
Baggage Terminal 
2) Retail commercial areas and food court 
(Floors 1 and 2) 




4) Public arrival and departure areas  
5) Retail Commercial areas and food court 
6) Security Control Area 
7) Check-in Counters 




The Airside of Faro Airport is divided into two areas: Area A and Area B. The 
Area A is to Schengen flights12; Schengen destinations have removed migration 
controls at the internal borders of signatory states. And, Area B is to Non-
Schengen destinations; when travelling to non-Schengen destinations 
passengers after Security Check must go through passport control (Terminal 
Faro Airport, n.d.; ANA - Aeroportos de Portugal S.A., 2016). 
  
Regarding services, the terminal provides the following Essential Services: ANA 
App; Baggage services; Cycling & Walking; Family services; Financial services; 
Free Wi-Fi;, Health services; Reduced mobility; Travel and tourism services; 
Parking; and VAT13 refund. Also, it offers two Premium Services: Fast Track 
and CIP Lounge. Last, it provides Shops and Restaurants: Restaurants and 
cafes, Shops and Duty Free Store (ANA - Aeroportos de Portugal S.A., n.d.).  
 
 
3.1.2 Statistics of Faro Airport  
 
Faro Airport is a seasonal airport with pronounced peak and off-peak periods of 
traffic flow. The “peak periods are the 2nd and 3rd quarters (April to September), 
and off-peak are the 1st and 4th quarters (January to March and October to 
December)”  (ANA - Aeroporto de Portugal S.A., 2018) as it is evident in the 
Table 3-1. In 2017 and 2018, the strongest air traffic flow, with over a million 
passengers, were the months of June, July, August, and September as usual.  
In contrast, the peak periods of Disabled and Reduce Mobility air passengers in 
Faro Airport are April, May, June, September, and October (Table 3-1). The 
preferences for these months have two main reasons: firstly, because the 
airport and the Algarve are not too crowed as in summer, and secondly, the 
weather is still very good with spring and autumn temperatures.  
  
                                                          
12 
Schengen flights: Germany, Austria, Belgium, Denmark, Slovakia, Slovenia, Spain, Estonia, 
Finland, France, Greece, Holland, Hungary, Iceland, Italy, Latvia, Lithuania, Luxembourg, Malta, 
Norway, Poland, Portugal, Czech Republic, Sweden, and Switzerland. 
13
 VAT: Value Added Tax 
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Jan 218.595 2.868 1,31% 217.017 -1% 
Feb 278.342 2.920 1,05% 262.889 -6% 
Mar 405.570 4.798 1,18% 422.830 4% 
Apr 813.012 6.319 0,78% 790.019 -3% 
May 970.834 8.962 0,92% 971.179 0% 
Jun 1.074.035 7.630 0,71% 1.057.613 -2% 
Jul 1.194.444 5.914 0,50% 1.147.576 -4% 
Aug 1.208.636 5.782 0,48% 1.156.240 -4% 
Sep 1.115.605 9.701 0,87% 1.089.839 -2% 
Oct 920.512 9.102 0,99% 952.025 3% 
Nov 293.315 3.847 1,31% 339.544 16% 
Dec 234.158 3.292 1,41% 278.760 19% 
Total 8.727.058 71.135 0,82% 8.685.531 0% 
 
Source: own elaboration from Andrade, 2015 
 
 
Consequently, PRMs´ figures strengthen the argument that it was given in the 
Chapter two of this dissertation about the benefits Accessible Tourism brings to 
destinations, “It is non-seasonal in view they travel all year along... and it 
Increases the number of visitors ” (UNWTO, 2015:4). In fact, Disabled and 
Reduce Mobility air passengers of Faro Airport have maintained a constant 
tendency for growth in recent years, as it can be analysed in Table 3-2 and 
Figure 3-6. Year after year, the airport has been receiving more PRMs who 



















Jan 1.927 2.229 2.187 2.418 2.868 19% 
Feb 1.951 2.149 2.311 2.667 2.920 9% 
Mar 2.940 3.196 3.332 3.979 4.798 21% 
Apr 3.886 4.406 4.755 5.413 6.319 17% 
May 5.448 5.849 6.117 7.287 8.962 23% 
Jun 4.945 5.133 5.600 6.606 7.630 16% 
Jul 3.620 3.824 4.352 5.196 5.914 14% 
Aug 3.508 3.753 4.158 4.901 5.782 18% 
Sep 6.223 6.502 7.051 8.231 9.701 18% 
Oct 6.087 6.542 7.045 8.113 9.102 12% 
Nov 2.459 2.628 2.909 3.404 3.847 13% 
Dec 2.118 2.192 2.478 2.904 3.292 13% 
Total 45.112 48.403 52.295 61.119 71.135 16% 
Summer 33.717 36.009 39.078 45.747 53.410 37% 
Winter 11.395 12.394 13.217 15.372 17.725 15% 
Source: adapted from Andrade, 2015 
 
For example in Table 3-2, by comparing every month of 2016 and 2017, the 
percent variance had a continuous increasing with percentages higher than 
12%, and even with rises of 23% as in May. Another highlight, it is the notorious 
upward between winter 2016 and 2017 of 15%, which means Disabled and 
Reduce Mobility air passengers benefit the off-peaks periods of the airport; 
therefore, it is a good opportunity to Faro Airport to promote this potential 
market.      
Figure 3-6: Graph air traffic PRMs 2013-2017, Faro Airport 
  
Source: adapted from Andrade, 2015 
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3.1.3 Airport´ special assistance service: MyWay 
 
As explained in section 2.1.2 of this dissertation, the Regulation N° 1107/2006 
regulates and safeguards ―The Rights of Disabled Persons and Persons with 
Reduce Mobility when Travelling by Air‖, which ensures that PRMs receive free-
of-charge assistance to enable them to use air transport on an equal footing 
with other passengers. In view of that, ANA Aeroportos de Portugal developed 
MyWay (Figure 3-7) service which is the supplier of PRMs assistance in 
Portuguese´ airports where the concession takes place, included Faro Airport. 
 
Figure 3-7: MyWay logo 
 
 
Source: (ANA-Aeroportos de Portugal S.A., n.d.) 
 
 
MyWay “is a personalized service, included among interventions at ANA 
airports, such as mechanical aids, escalators and moving walkaways, lifts, 
signage and wayfinding, as well as qualified staff, providing total assistance.” 
(ANA-Aeroportos de Portugal S.A., n.d.). To a better understanding of how 
MyWay operates, in the Figure 3-8 illustrates a brief about the services provided 














Figure 3-8: MyWay service description 
 
Source: adapted from (ANA-Aeroportos de Portugal S.A., n.d.) 
 
ANA S.A and MyWay are committed to accomplish the service standards and 
performance monitoring in the “Code of Good Conduct in Ground Handling for 
Persons with Reduce Mobility” recommended by the ECAC, section 2.1.1 of this 
research. By means of “The MyWay quality commitment”, ANA guarantees their 
service with properly trained and qualified staff, and commits to the service 
levels (ANA-Aeroportos de Portugal S.A., n.d.).   
Who is  
Elegible 
• “Any person with a disability or reduce mobility who 
intends to use commercial passenger air services, 
departing, arriving or stopping over at an Airport situated 
in the territory of a Member State to which the Treaty 
applies.” (EU member countries) 
How to  
Pre-book 
• "The MyWay service should be pre-booked with the air 
carrier or its agent when reserving the journey, up to 48 
hours before the published departure time for the flight. 
This information is immediately transmitted to the airport 
involved which will provide the necessary assistance"  
Assistance 
provided 
• On Boarding: "When arriving at the aiport, passengers 
should look for signs indicating what we call the 
Designated Point of Arrival. Here, passengers should 
inform the MyWay Service of their arrival at the Airport, 
using the telephone provided for this purpose. 
Passengers will then be assisted to their seat on the 
aircraft, where the Airport´s  responsability ends. During 
this time they are entitled to personal assistance and 
assistance with luggage: at the check-in, security 
controls, border controls and on boarding" 
• On Arrival: "For arriving passengers, the air carrier or its 
agent should notify the Airport of the need to provide the 
MyWay service. Passengers are thus provided 
assistance from their seat on the aircraft to the 
Designated Point of Departure in the Arrivals Area of the 
Airport, where the Airport´s responsability ends. During 
this time they are entitled to personal assistance and 
assistance with luggage." 
• Note: "Agents designated to  provide MyWay service 
assistance can be identify by their sleeveless jackets 
with thee MyWay pictogram." 
Contact  
Points 
• "The MyWay service contact points identify all 
resoruces or mechanisms designed to provide 
assistance for persons with reduce mobility." 
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Faro Airport provides full information about its special assistance service 
through the website, www.aeroportofaro.pt. On this portal, Disabled and 
Reduce Mobility air passengers find answers to questions such as (ANA - 
Aeroportos de Portugal S.A., 2016):  
 
 Who can use the MyWay service?  
 How do I book the MyWay service?  
 What kind of assistance is provided by MyWay? 
 What kind of assistance is provided when the trip begins at the Airport? 
 And what kind of assistance can I get when arriving or waiting for a 
connecting flight at the airport? 
 Is the MyWay service properly identified at the airport? 
 Are there special parking spaces for people with reduced mobility? 
 Are guide dogs allowed into the airport? 
 
Faro Airport has six MyWay´ contact points along the terminal which are 
signage, as it illustrates in Figure 3-9. Regarding parking spaces, the airport has 
parking available near exits which are well identified, and about guide dogs, 
they are allowed to transit along the airport.  
 
Figure 3-9: MyWay contact points in Faro Airport 
Source: (ANA - Aeroportos de Portugal S.A., 2016) 
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3.1 Collect Data Instruments  
 
In order to meet the main two objectives of this research, (i) Identify Disabled 
and Reduce-mobility passengers´ satisfaction towards accessible facilities, 
services and staff of Faro Airport and (ii) Recognise areas that have room for 
improvement for this market during their journeys through this airport, there 
were implemented two survey collect data instruments. 
 
First, a quantitative survey questionnaire to Passengers with Reduced Mobility 
who requested MyWay assistance service, and second, unstructured interviews 
to MyWay staff and some check-in Agents. Moreover, observation method was 
considered to identify additional information that may be contemplated neither in 
the questionnaires nor interviews.  
 
To illustrate, Hutton (1990) cited by Fogelman (2002:93) defined a survey 
research as “the method of collecting information by asking a set of pre-
formulated questions in a predetermined sequence in a structured questionnaire 
to a sample of individuals drawn so as to be representative of a defined 
population”. And in more detail, Cohen et al. (2011:256), also cited by 
Fogelman, defines,  
 
“Typically, surveys gather data at a particular point in time with the intention of 
describing the nature of existing conditions, or identifying standards against 
which existing condition can be compared, or determining the relationship that 
exists between specific events” (2002:94). 
 
While surveys can be conducted into different dimension, the questionnaire was 
chosen to identify the satisfaction levels of PRMs in this dissertation because it 
is the most common method of data collection, and is used to obtain “factual 
information, attitudinal information or a mixture of both” (Fogelman, 2002:94). 
Besides, the questionnaire permits the “possibility of using larger numbers of 
respondents than any other method available, therefore increasing the 
representativeness of the sample and the ability to generalize from the results” 
(Chapman & McNeill, 2005:44). 
 
For the purpose of this dissertation, the planning of the survey and the 
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questionnaire design were followed by the stages of Figure 3-10 proposed by 
Davidson.   









The questionnaire (see Appendix 1) was set in English on the online survey tool 
LimeSurvey Pro14. This web interface was chosen because it allowed creating 
the online questionnaire, publishing the questionnaire with a link leading, 
collecting the responses, developing basic statistics, and exporting the data to 
SPSS Statistics and Excel programs. Moreover, some of the advantages of 
having the online questionnaire were its easy accessibility, attractiveness 
design, flexibility and easy implementation.  
 
In addition, the design questionnaire was sent to Vítor Andrade, Product 
Manager and Passenger Service of Faro Airport, and to the Marketing Aviation - 
Passenger Marketing Department of Faro Airport to obtain the approval and 
confirmation. 
 
The initial intention to collect the data survey information was to be held in 
September and October 2018, which are the months with the strongest air 
traffic flow of PRMs, but the issuing of the Faro Airport´ access card by the 
author of the dissertation took longer than was expected. Therefore, the study 
was held in the course of October and November 2018 where even the traffic 
flow of PRMs is sufficiently representative for the expected sampling, as it could 
be seen in the section 3.1.2. of this dissertation.   
 
The implementation of the questionnaires was done in two ways. First, it was 
self-administered face to face to Disabled and Reduce-Mobility air passengers 
in Faro Airport terminal along twelve days, from 20th until 31st of October 2018 
along mornings, afternoons and nights, because as Chapman & McNeill argues 
“…in face-to-face research, which can hope to achieve a 70 or even 80 per cent 
response” (2005:51).  Indeed, the author used a Tablet to access to the online 
link on LimeSurvey, and asked PRMs after PRMs to implement the survey in 
both areas of the terminal Landside and Airside of Arrivals and Departures.  
 
Second, in order to increase the questionnaire responses, there were 
distributed around 240 hundred flyers (Figure 3-11) to Disabled and Reduced-
                                                          
14
 www.limesurvey.org (LimeSurvey, n.d.) 
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mobility passengers, thus they could response it easily when they arrived at 
their destinations. Also, there were handed to MyWay and ground handling 
staff, therefore they could give to PRMs that the author by himself was not able 
to cover. As a result, there was a very satisfactory response 
  
Figure 3-11: Flyers distributed to increase response rate 
Source: Own elaboration 
 
The next collect data instruments implemented was unstructured interviews to 
three MyWay staff and some check-in agents, because like Chapman & McNeill 
explain,  
 
“Usually, the researcher is not confined by an interview schedule. Rather, he or 
she will have some idea of topics to be explored but will follow the interviewee if 
the researcher thinks it will generate interesting data. Questions are therefore 
not standardized. No two interviewees experience the same interview… 
Interpretivist sociologists argue that more in-depth information can be acquired 
using this type of interview” (2005:58).   
 
In fact, this type of interview has been chosen to implement to the staff 
because, it creates a degree of liberty and flexibility to express their opinions 
and experiences toward the facilities and services that Disabled and Reduced-
mobility passengers have been receiving in Faro Airport.  
 
3.1.1 Pilot-test survey questionnaire  
 
 
According to Gideon, any survey instrument must be pre-tested before the 
implementation, because it is an important tool that enables the researcher to 
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receive a wide range of feedback on the questions, for instance items that are 
unclear or not transmit the accurate intention (Gideon, 2012:304). Also, as 
Fowler asserts,  
 
“Once a survey instruments has been designed that a researcher thinks is 
nearly ready to be used, a field pre-test of the instruments and procedures 
should be done. The purpose such pre-tests is to find out how the data 
collection protocols and the survey instruments work under realistic conditions” 
(Survey Research Methods, 2009) 
 
 
For these reasons, it was conducted a pre-test of our questionnaire to 10 
Disabled and Reduce-mobility air passengers who requested MyWay service in 
Faro Airport. The main feedback, it was the questionnaire was too long and 
could not take longer than 10-15 minutes to be implemented, because taking 
into account that PMRs are already a bit anxious for all the procedures that 
have to complete previously to board the airplane, as it could be seen in section 
2.1.2 of this dissertation, and the limited time passengers spend in the terminal, 
the questionnaire had to be significantly downsizing.  
 
Therefore, the questionnaire was redesigned to be accurate and practical to fit 
the timing and conditions of the PRMs´ experience in Faro Airport, and also to 
be a reliable collect data instrument for this study. Some questions were joined 
and it was included the option “No Answer” in questions 13, 14 and 15.  
 
3.1.2 Survey questionnaire  
 
 
After gathering the pre-test feedback and taking into account what Chapman & 
McNeill explain, “… questions are customer-friendly because they take less 
time and effort to complete and consequently they are less likely to result in 
refusal and non-response.” (Chapman & McNeill, 2005:44), the questionnaire 
was structured with 27 questions (Appendix 1).  
 
The questionnaire was implemented anonymous and intended to statistical 
treatment only, with closed questions mostly, and just few open questions in 
order to collect information that may was not taking into consideration by the 
author. The questionnaire has a logical order based on the sequence of 
57 
 
procedures Disabled and Reduce-mobility passengers need to cross in Faro 
Airport before boarding the airplane and/or to leave the airport after 
disembarking. The self-implementation of the questionnaires was mainly 
developed in two areas in the Airside of the terminal, the PRMs´ waiting area of 
the Area A and of the Area B.   
 
The questionnaire was divided in three main sections: (i) Reduce-mobility´ 
passenger profile, (ii) Levels of satisfaction with facilities, services and staff, and 
(iii) Social and demographic passenger profile. A Likert-type-5 point scale 15 was 
adopted to measure the level of satisfaction of 8 attributes for Accessible 
Facilities, 7 attributes for Accessible Services, 2 attributes for Punctuality, 2 
attributes for Quality of Equipment-devices, 1 attribute for Inclusive marketing, 6 
attributes for Staff (professionalism, attitude and approach), and 1 attribute for 
Overall satisfaction with Faro Airport. Where: 1= "Very Unsatisfied"; 2= 
“Unsatisfied”; 3= “Neutral“; 4= “Satisfied”; and 5= "Very Satisfied", included the 
option "No Answer" for the particular attributes that were not relevant for some 
PRMs along their journey in Faro Airport.  The questionnaire was implemented 
to English speakers and some Portuguese speakers.  
 
Even though the literature and research about Reduce-mobility air passenger is 
very little and limited, a major effort has been made when the questionnaire was 
develop to base each question on a literature source. Consequently, in Table 3-
3 there are the descriptions of each question with its measure scale, specific 




                                                          
15
 Likert-type-5 point scale: it is a rating scales which “provides a range of responses to a given 
question or statement” (Cohen, Manion, & Morrison, 2011:386), measures the level of 
agreement or disagreement of an attribute, usually with five responses categories.  
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Table 3-3: Survey questionnaire  
 
N° QUESTION  SCALE OBJECTIVE SOURCE 
REDUCE-MOBILITY´ PASSENGER PROFILE 
1 
Do you have some type of Reduce 
Mobility? 
Yes - No 
Nominal 
Scale 
- Limit the 
implementation of 
the questionnaire 
only to Reduce 
Mobility Passengers 




If you answered "Yes" to the previous 





- Categorise PRMs  
into Temporary or 
Permanent disability 
to provide an 
appropriate and 


















What is the nature of your impairment?  
Mobility - Blind or Vision impaired - Deaf 
or hearing impaired - Speech -Cognitive -
Elderly /Seniors /Boomers/Obese - Hidden  
Nominal 
Scale 
- Categorize PRMs´ 
clusters  in 
accordance with 
their impairments 
and elderly to be 
able to understand 








How many times have you travelled via 
Faro Airport?  
Just once  
2-10 times  





history and relation 







If you travelled before 2018. Have you 
seen some improvements for Reduce-
Mobility passengers after the 
restoration? 
Yes - No - No Answer 
Nominal 
Scale 
- Discover if PRMs 




freedom of choice 
through Faro Airport 
after the 
renovations  


















- Ascertain which of 
the improved 
facilities and 
services  along the 
renovations, PRMs 






Is it the first time do you request 
MyWay Services in Faro Airport? 
Yes - No 
Nominal 
Scale 
- Determine PRMs´ 
travel history and 
relation with MyWay 





How did you book the especial 
assistance for today´s flight?  
With the Airline or Travel Agency  




- Define the 
proportion of PRMs 
who book the 
special assistance 
and those who do 












At what time did you arrive to the 
airport for todays´ flight? 
Less than 2 hour of departure time  
Equal or more than 2 h and less than 3 h 
of departure time  
Equal or more that 3 h of departure time 
Ordinal 
Scale 
- Recognize the 
correlation between 
earliness of arrival 
and the length of 
time PRMs spend in 
the airport with 







What type of service did you request? 
WCHR - WCHS -WCHC - WCBD - BLND 
-DEAF – Other 
Nominal 
Scale 
- Validate what are 
the most demanded 
assistance services 
in Faro Airport 
 
- Analyse if the 
whole range of Faro 
Airport  facilities are 
be made accessible 
for the different 




















Who is your travel companion?  
Alone - Partner - Family - Friends 
Nominal 
Scale 






- Analyse the level 
of independence of 
PRMs by traveling 
accompanied or by 










Which airline (company) are you 
travelling with today?  
Ryanair - Easyjet - Transavia - Jet2 -  
Aer Lingus - TUI Airways - TAP Portugal -
British Airways - Other 
Nominal 
Scale 
- Recognize the 
correlation between 
airlines what are 
traveling with and 
satisfaction 






LEVELS OF SATISFACTION WITH FACILITIES, SERVICES AND STAFF 
13 
How satisfied are you with as follow 
accessible FACILITIES AND 
SERVICES? 
- Distance between parking lot and 
terminal 
- Ease of finding Assistance Counter or 
Telephone Point to announce your arrival 
at the terminal 
- Exclusive Check-In counter for the flight  
- Condition of the Pick-up area for the 
assistance 
- Waiting time for the assistance staff 
- Security procedures with priority line 
- Passport Control procedures with priority 
line 
- Accessibility to retail areas and food 
court 
- Condition of the waiting area at the 
boarding gate 
- Priority Boarding line 
- Waiting time for assistance at connecting 
flights (If applicable) 
- Signalling and screens clear and easy to 
understand 
- Flight information announcements clear 
and easy to understand 
- Alternative accessible information (e.g. 
Braille, screens, hearing loops…) 
- Slip resistant floor and Barrier-free 
environment 
- Condition of the wheelchairs 
- Condition of the Ambu-lift (If applicable) 
- Assistance disembarking aircraft, 
baggage claim and through to arrivals 
- Passport control area when arrived 
- Condition of the Baggage claim area 



















and services in Faro 
Airport  
 
- Determine whether 
PRMs feel Faro 
Airport enables 
them to remain 


































How satisfied are you with  
STAFF´ COURTESY AND 
HELPFULNESS? 
- Assistance staff 
- Trained and qualified Assistance staff 
- Airline staff 
- Security staff 
- Passport Control staff (if applicable) 
- Duty Free, Retail and Food 
- Food Court staff 





approach of Faro 
Airport´ staff 
 
- Recognize staff 
knowledge of how 

























In overall, how satisfied are you with 
Faro Airport´ facilities, services and 
staff? 
Overall satisfaction with Faro Airport 
- Conclude PRMs´ 
overall satisfaction 
with Faro Airports´ 
facilities, services 
and staff 
- Analyse Faro 
Airport´ 
performance in 
meeting wants and 







If you answered "Unsatisfied or Very 
Unsatisfied" to the previous question, 
please explain briefly the reason 
Open 
Response  
- Recognize in detail 




- Identify the weak 
spots that do not 
allow to accomplish 
wants and needs of 
PRMs in Faro 
Airport to improve 




Do you feel any kind of discrimination 
or undignified treatment? 
Yes - No 
Nominal 
Scale 































If you answered "Yes" to the previous 




- Recognize in detail 








What else it could be improved in Faro 
Airport that was not taking into 




- Inquire what 
facilities, services 
or/and staff are very 
valuable to PRM 
market, that are not 
taking into 










According to your experience in the 
Algarve, do you think the region meets 




- Evaluate in 
general if the 





market     
Own 
Elaboration 
SOCIAL AND DEMOGRAPHIC PASSENGER PROFILE 
21 Gender - Female - Male 
Nominal 
Scale 
- Segment the 
respondents based 
on their background 
features, in order to 
have a better 
understand of PRM 








22 Age - Only numbers  Ratio Scale 
23 
Nationality - British - French - German - 
Irish - Portuguese - Other 
Nominal 
Scale 
- Identify the major 
origin countries of 
PRMs who request 
special assistance 
service; nationalities 










Marital status  





- Segment the 
respondents based 
on their background 
features, in order to 
have a better 
understand of PRM 






Professional Status  
- Employed – Independent - Unemployed 










Highest level of education  
- No schooling completed - Secondary 
degree - College degree - Bachelor 
degree - Master degree - PhD degree 
Ordinal 
Scale 
27 Date - Format dd.mm.yyyy  Ratio Scale 
- List the 
questionnaires daily  
submitted to monitor 








3.2 Population and Sampling  
 
The implementation of the survey questionnaire to a sample of PRMs reaches 
conclusions about satisfaction levels of PRMs´ population who travel through 
Faro Airport. This was based on what Fowler asserts, “The purpose of a survey 
is to provide statistical estimates of the characteristics of a target population, 
some set of people. To do that, we designate a subset of that population, a 
                                                          
16
 Instituto Nacional de Estatística, I. P. 
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sample, from whom we try to collect information” (2009, p. 11). Indeed, it was 
important to determinate a significant random sample which accurately draws 
conclusions about the population, and to includes individuals with 
characteristics similar to the population of PRMs (Ponto, 2015:169). 
 
The calculation our Sample Size was defined on a normal distribution with a 
finite population by using as follow mathematical equations:  
 
(1) Sample Size   
SS = Z 
2 * (p) * (1-p) 
 
e 2  
(2) Correction for Finite Population  
New SS = 
ss 
 
1 +  





 Z= Z value (1.96 used for a 95% confidence level)  
 p= percentage picking a choice, expressed as decimal (0,5 used for our 
sample size needed) 
 e = margin of error, expressed as decimal (0,05 used for our sample 
size) 
 pop = population size of 12.949 PRMs based on PRMs´ sum history 
statistics of October and November of 2017, as could be seen in the 
Section 3.1.2 of this dissertation  
 
As a result, a representative Sample Size was given of 373 cases. After the 
implementation, a total of 343 valid questionnaires were obtained, excluded 30 
invalid questionnaires, what ensures a maximum margin of error of 5,22% with 
a 95% confidence level. In detail, of the 343 valid questionnaires, 60 
questionnaires were answered online by the PRMs who received the flyer to 
respond it online at their destinations, what was a satisfactory response rate of 
25 per cent between 24th of October and 15th of November.  
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3.3 Data Analysis Method 
    
The result values were downloaded from the web interface LimeSurvey to the 
Statistical Package for Social Science, IBM SPSS Statistics 24 and 25, to be 
computed and interpreted through the generation of tables and graphics. 
Descriptive statistics analysis was applied to submit and analyse central 
location measure (mean, mode and median), and dispersion measures 
(standard deviation).  
 
The interpretation of the results was developed in three stages: first, the 
characterization of the socio-demographic passenger profile of the sample, 
second, the description of the Disabled and Reduce-Mobility´ passenger profile, 
and last, the satisfaction levels of the respective attributes of Accessible 
Facilities, Accessible Services, Punctuality, Quality of Equipment-devices, 
Inclusive Marketing, Staff (professionalism, attitude and approach), and Overall 
satisfaction with Faro Airport which were measure with the Likert-type-5 point-
scale. 
 
Due to the sample size of the population is very representative, it is considering 




 – ANALYSIS RESULTS AND DISCUSSION  
 
After having an introduction to determinate the research problem and specific 
objectives of this entire study, to comprehend the literature framework of 
Disabled and Reduce-mobility air passengers and customer satisfaction, and to 
acquaint the features of Faro Airport and the survey methodology applied; now, 
it will be presented the survey questionnaires results and interviews with the 
respective discussion. The purpose is to contribute with a valuable tool to Faro 
Airport Management to identify what they have been doing well and keep it, and 
to determine the areas that have room for improvement in order to supply even 
better services and facilities to Disabled and Reduced mobility passengers 
through their journeys and experiences in the terminal. Therefore, the chapter is 
divided in four sections: (i) Socio-demographic Passenger Profile, (ii) Disabled 
and Reduce-Mobility´ Passenger Profile, (iii) Satisfaction Levels of Disabled and 
Reduce-Mobility Air Passengers, (iv) Interviews with MyWay Staff, and last (v) 
Discussion of the Results.  
 
4.1 Socio-demographic Passenger Profile 
 
The socio-demographic passenger profile takes into account the gender, age, 
nationality, marital status, level of education, and professional status of the 343 
Disabled and Reduce-mobility air passengers surveyed in Faro Airport.   
 
Concerning gender, more than half of the respondents are female 
corresponding to 220 (64,14%) and only 123 are male (35,86%) as it is shown 


















Figure 4-1: Sample distribution by gender (%) 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
The age of the PRMs interviewed has a large spectrum, from 13 to 97 years old 
with a range17 of 84 years old (Figure 4-2). The mean18 is 70 years old, 
median19 75, and the mode20 is 78 years old, with a standard deviation of 16 
years old (Table 4-1).     
Figure 4-2: Sample histogram by age 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
Table 4-1: Sample figures of respondents´ age 
 









Age 70 75 78 84 13 97 63,5 75 80,5 16 
Source: Own Elaboration  
                                                          
17
 Range: the difference between the lowest and highest values in a data set.  
18
 Mean: is the average of a data set. 
19
 Median: is the middle value in a data set. 
20







Regarding nationalities of the Disabled and Reduce-mobility passengers 
surveyed, British (English) evidently stands above the rest of countries with 
70,85% (243 PRMs) of the interviewers, this value is not a surprise considering 
that 47,4% of Faro Airport´ passengers traffic came from United Kingdom in 
2018. The second nationality of the interviewers is Irish with 13,41% (46 PRMs), 
third Portuguese with 8,16% (28 PRMs) and French, German and other 
countries with 7,57% (26 PRMs), as shown in Figure 4-3. 
 
 
Figure 4-3: Sample distribution by nationality 
 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
 
In figure 4-4, it can be seen that more than half, 68,22% (234 PRMs) of the 
respondents are married or in consensual union, followed by 16,62%  widowed, 
9,62% divorced and only 5,54% single. Indeed, these outputs are directly 






























Figure 4-4: Sample distribution by marital status  
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
In analysing the level of education, the most representative degree is 
Secondary with 44,02% (151 PRMs) of the respondents, following by College 
degree with 24,78% (85 PRMs) and Bachelor degree with 12,83% (44 PRMs). 
Regarding Master and PhD degrees only 7,58% of the contestants have 
completed, and the rest 10,79%  do not have any schooling completed (Figure 
4-5). 
 
Figure 4-5: Sample distribution by level of education 
 




























































The data in Figure 4-6 shows that retired is the most professional status with a 
highlight result of 76,68% (263 PRMs), followed by a low 11,08% (38 PRMs) of 
the contestants employed; indeed, it is important to keep in mind our survey 
sample is greatly elderly. The rest 12,24% (42 PRMs) are between 
independent, unemployed, student, disabled and others. 
 
Figure 4-6: Sample distribution by professional status 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
4.2 Disabled and Reduce-Mobility´ Passenger Profile 
 
The Disabled and Reduce-mobility passenger profile considers the reduce 
mobility´ type; impairment´ nature; number of times travelled through Faro 
Airport; whether it was the first time PRMs requested MyWay Services; PRMs 
who had travelled before the airport restoration of 2018; channel that was used 
to book the special assistance; arrival earliness to the airport prior to departure 
time of the flight; type of assistance service´ requested; travel companion; and 
airline (company) which PRMs travelled with.  
 
In terms of reduce mobility´ type, more than one third of the participants have a 
permanent reduce mobility 78,13% (268 PRMs), and only 21,87% (75 PRMs) 
have a temporary one (Figure 4-7); for terms of our study, it is considered a 
temporary reduce mobility due to medical reasons for example, fractures or 

























Figure 4-7: Sample distribution by reduce mobility´ type 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
One of the most important questions of the questionnaire is about the 
impairment´ nature of the PRMs surveyed, this in order to determinate what are 
the specific needs and wants,  that Faro Airport, based on the literature review 
proposed in the Chapter 2 of this research, should meet to provide valuable 
services and facilities to this market niche.  
 
In Figure 4-8 and Table 4-2 as can be seen, nearly all the sample has a Mobility 
impairment 96% (329 PRMs), followed by Hidden diseases with 43% (146 
PRMs) of the sample, as equal as Elderly/Seniors/Boomers/Obese with 43%, 
then a Blind and Vision impairment with 5% (18 PRMs), a Deaf or Hearing 
impairment with 4%, and last a Cognitive one with just 1%. In the sample, there 








Figure 4-8: Sample distribution by impairment´ nature 
 
Note: Own Elaboration in the software IBM SPSS Statistics 25 
 
Table 4-2: Sample figures of impairment´ nature 









Deaf or hearing impaired  15 4% 15 2% 
Speech 0 0% 0 0% 
Cognitive 4 1% 4 1% 
Hidden (Variety of illnesses. e.g. Heart 
problems, blood pressure, breathing 
difficulties, diabetes, epilepsy…) 
146 43% 146 22% 
Elderly /Seniors /Boomers/Obese 146 43% 146 22% 
Mobility 329 96% 329 50% 
Blind or Vision impaired  18 5% 18 3% 
Subtotal 343 100% 658 100% 
Total 343 100% 658 100% 
Note: Own Elaboration in the software IBM SPSS Statistics 25 
 
In Figure 4-9, it is noticeable that 86,3% of the Disabled and Reduce-mobility 
passengers surveyed have travelled more than twice and even by more than 11 
times through Faro Airport, what it means PRMs is a very loyal and frequent 
market. In detail, 52,19% (179 PRMs) have travelled between 2-10 times, 
34,11% (117 PRMs) 11 times or more, and only 13,70% have travelled just 














Blind or Vision impaired






Figure 4-9: Sample distribution by number of times traveled through Faro Airport 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
Concerning whether it was the first time PRMs requested MyWay services in 
Faro Airport, 42,27% (145 PRMs) answer it does is the first time that request 
this service in the airport, and 57,73% (198 PRMs) of the sample answer it is 
not the first time that request the special assistance as it is shown in Figure 4-
10 below. 
 
Figure 4-10: Sample distribution to determine whether it was the first time PRMs 
requested MyWay services in Faro Airport  
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
The next question about PRMs who had travelled before the airport restoration 



































Is it the first time do you request MyWay Services in Faro Airport? 
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mobility passengers are only considered 272 respondents, because it is the part 
of the sample that experienced this scenario as shown in Table 4-2. Based in 
this new sample, 83,5% contestants consider there were some improvements 
for reduced-mobility passengers after the restoration, and 16,5% ponder there 
were not any upgrading for them (Figure 4-11).    
 
Table 4-3: Frequencies of PRMs who had travelled before the airport restoration of 2018 
and considered that there were some improvements for reduced-mobility passengers 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
Figure 4-11: Sample distribution by PRMs who had travelled before the airport 
restoration of 2018, and if they considered that there were some improvements for 
reduced-mobility passengers  
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
In Figure 4-12 can be appreciated the sample distribution by the channel that 
was used to book the special assistance. A remarkable 93.33% (322 PRMs) of 
participants already booked the service with airline or travel agency, and 
6,12%(21 PRMs) did not book the service, it was requested the very last 




















If you travelled before 2018. Have you seen some improvements for 
Reduce-Mobility passengers after the restoration? 
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Figure 4-12: Sample distribution by the channel that was used to book the special 
assistance 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
Regarding arrival earliness to Faro Airport prior to departure time of the flight, in 
Figure 4-13 can be seen that a significant 84,55% (290 PRMs) of contestants 
arrive to Faro Airport equal or more than 2 hours and less than 3 hours of 
departure time, followed by 10,50% less than 2 hours, and last 4,96% equal or 
more than 3 hours of departure time. 
Figure 4-13: Sample distribution by arrival earliness to Faro Airport prior to departure 
time of the flight 
 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
The Figure 4-14 revels the most assistance service´ request by contestants, in 
the top we have the WCHS -Passenger has difficulty or cannot walk up or down 




































Less than 2 hour of
departure time
Equal or more than 2 h
and less than 3 h of
departure time








At what time did you arrive to the airport for todays´ flight? 
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distances- with 44,61% (153 PRMs), and last WCHC –Passenger cannot walk 
or stand, always need help to go to his seat- with 3,21% (11 PRMs).  
 
Figure 4-14: Sample distribution by the type of assistance service´ requested 
 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
Concerning travel companion, in Figure 4-15 we can analyse that majority of 
Disabled and Reduce-mobility air passengers surveyed travel with their partners 
or family. As a result, 47,23% (162 PRMs) travel with their husband/wife,  
40,82% (140 PRMs) with family members, 7,29% (25 PRMs) with friends, and 
4,66% (16 PRMs) travel alone. 
 
Figure 4-15: Sample distribution by travel companion  
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Who is your travel companion? 
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The last question relating to Disabled and Reduce-mobility passenger profile is 
the airline which the sample survey travelled with. Accordingly, Ryanair with 
40,82% (140 PRMs) of participant is the most commonly chosen airline, second 
Easyjet with 25,66% (88 PRMs), third Jet2 with 16,62% (57 PRMs), and the last 
16,91% is divided between Transavia, Aer Lingus, TUI, TAP, British Airways 
and other.   
 
Figure 4-16: Sample distribution by airline (company) which PRMs travelled  
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
4.3 Satisfaction Levels of Disabled and Reduce-Mobility Air Passengers  
 
 
The satisfaction levels of Disabled and Reduce-Mobility air passengers take into 
the account the survey results about accessible facilities, services and staff, 
measured with the Likert-type-5 point-scale. 
  
First, there is exposed a table (Table 4-4) with the results obtained of the 27 
attributes which were inquired to the PRMs; second, those 27 attributes are 
divided into the six factors that were established in the specific objectives of this 
dissertation, which are: (i) Accessible Facilities, (ii) Accessible Services, (iii) 
Punctuality, (iv) Quality of Equipment-devices, (v) Inclusive Marketing, and (vi) 


































Which airline (company) are you travelling with today? 
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Afterwards, there are the sample results about discrimination feeling or 
undignified treatment; next, the marks of overall satisfaction with Faro Airport; 
and last, the sample distribution to determine whether The Algarve meets the 






Table 4-4: Relatives frequencies of PRMs´ satisfaction levels with Accessible Facilities, Services and Staff of Faro Airport 





























Distance between parking lot and terminal 24 7% 35 10% 23 7% 67 20% 187 55% 6 2% 100% 74% 
Ease of finding Assistance Counter or 
Telephone Point to announce your arrival 
at the terminal 
28 8% 57 17% 56 16% 50 15% 136 40% 16 5% 100% 54% 
Exclusive Check-In counter for the flight   28 8% 15 4% 16 5% 33 10% 248 72% 3 1% 100% 82% 
Condition of the Pick-up area for the 
assistance  
3 1% 12 3% 10 3% 62 18% 255 74% 1 0% 100% 92% 
Waiting time for the assistance staff 22 6% 22 6% 39 11% 72 21% 188 55% 0 0% 100% 76% 
Security procedures with priority line 9 3% 1 0% 2 1% 25 7% 306 89% 0 0% 100% 97% 
Passport Control procedures with priority 
line  
6 2% 0 0% 4 1% 28 8% 289 84% 15 4% 100% 92% 
Accessibility to retail areas and food court  11 3% 12 3% 35 10% 41 12% 185 54% 59 17% 100% 66% 
Condition of the waiting area at the 
boarding gate 
0 0% 11 3% 21 6% 93 27% 208 61% 10 3% 100% 88% 
Priority Boarding line  6 2% 2 1% 4 1% 19 6% 80 23% 231 67% 100% 29% 
Waiting time for assistance at connecting 
flights (If applicable) 
6 2% 1 0% 2 1% 5 1% 8 2% 320 93% 100% 4% 
Signaling and screens clear and easy to 
understand  
15 4% 40 12% 57 17% 72 21% 148 43% 11 3% 100% 64% 
Flight information announcements clear 
and easy to understand  
160 47% 44 13% 47 14% 35 10% 47 14% 9 3% 100% 24% 
Alternative accessible information (e.g. 
Braille, screens, hearing loops…) 
15 4% 21 6% 49 14% 10 3% 11 3% 236 69% 100% 6% 
Slip resistant floor and Barrier-free 
environment 
6 2% 9 3% 20 6% 62 18% 233 68% 13 4% 100% 86% 
Condition of the wheelchairs 0 0% 0 0% 4 1% 40 12% 287 84% 12 3% 100% 95% 
Condition of the Ambu-lift (If applicable 0 0% 5 1% 18 5% 27 8% 129 38% 164 48% 100% 45% 
Assistance disembarking aircraft, baggage 
claim and through to arrivals 
18 5% 24 7% 35 10% 73 21% 137 40% 56 16% 100% 61% 
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Passport control area when arrived 0 0% 1 0% 15 4% 52 15% 238 69% 36 10% 100% 85% 
Condition of the Baggage claim area 7 2% 3 1% 15 4% 60 17% 197 57% 61 18% 100% 75% 
Inclusive marketing 69 20% 62 18% 67 20% 14 4% 34 10% 96 28% 100% 14% 





























Assistance staff 3 1% 3 1% 2 1% 27 8% 308 90% 0 0% 100% 98% 
Trained and qualified Assistance staff 1 0% 5 1% 2 1% 39 11% 295 86% 1 0% 100% 97% 
Airline staff 0 0% 4 1% 22 6% 81 24% 235 69% 0 0% 100% 92% 
Security staff 1 0% 0 0% 18 5% 58 17% 266 78% 0 0% 100% 94% 
Passport Control staff (if applicable) 1 0% 0 0% 10 3% 60 17% 258 75% 14 4% 100% 93% 
Duty Free, Retail and Food Court staff 1 0% 0 0% 15 4% 37 11% 111 32% 178 52% 100% 43% 
 












The Table 4-4 above shows all the relative frequencies of PRMs´ satisfaction 
levels divided in accessible facilities and services, and in staff of Faro Airport. 
The table is presented in the same logical order of procedure to 
embark/disembark that was used in the implementation of the questionnaire. 
Moreover, each response category (1-Very unsatisfied, 2-Unsatisfied, 3-Neutral, 
4-Satisfied, 5-Very satisfied and No answer) has the respective count and 
representative percentage out of 100% of the sample; it was added the sum of 
categories “Very Unsatisfied + Unsatisfied” and “Satisfied + Very Satisfied” 
responses in order to facilitate data analysis. Consequently, following are 
presenting the results of the attributes corresponding to each factor in 
ascending order by satisfaction level.  
  
4.3.1 Factor Accessible Facilities 
 
 
As can be appreciated in Figure 4-17 and Table 4-5 eight attributes has been 
attributed to the accessible facilities factor, where 92% (mean=4,62) of 
participants are Satisfied + Very Satisfied  with the “Condition of the Pick-up 
area for the assistance”, being the highest attribute of accessible facilities 
scored of Faro Airport. The attributes of “Condition of the waiting area at the 
boarding gate”, “Slip resistant floor and Barrier-free environment”, and 
“Passport control area when arrived‖ are evaluate as Satisfied + Very Satisfied 
by more than 85% of the sample.   
 
In contrast, there are three accessible facilities´ attributes which respondents 
are more likely to be Very Unsatisfied + Unsatisfied or Neutral are “Exclusive 
Check-In counter for the flight” with 13% Very Unsatisfied + Unsatisfied and 5% 
Neutral (Std. Deviat. 1,256), “Distance between parking lot and terminal” with 
17% Very Unsatisfied + Unsatisfied and 7% Neutral (Std. Deviat. 1,298), and 
“Accessibility to retail areas and food court” with 7% Very Unsatisfied + 





Figure 4-17: Sample distribution by PRMs´ satisfaction levels with Accessible Facilities 
of Faro Airport 
 
Source: Own Elaboration 
 
 


































Mean Median Mode 
Std. 
Deviat. 
Accessibility to retail areas 
and food court  
7% 10% 66% 17% 4.33 5,00 5 1,091 
Distance between parking 
lot and terminal 
17% 7% 74% 2% 4,07 5,00 5 1,298 
Condition of the Baggage 
claim area 
3% 4% 75% 18% 4,55 5,00 5 0,847 
Exclusive Check-In counter 
for the flight   
13% 5% 82% 1% 4,35 5,00 5 1,256 
Passport control area when 
arrived 
0% 4% 85% 10% 4,72 5,00 5 0,565 
Slip resistant floor and 
Barrier-free environment 
4% 6% 86% 4% 4,54 5,00 5 0,868 
Condition of the waiting 
area at the boarding gate 
3% 6% 88% 3% 4,50 5,00 5 0,759 
Condition of the Pick-up 
area for the assistance  
4% 3% 92% 0% 4,62 5,00 5 0,782 



































Condition of the Pick-up area for the
assistance
Condition of the waiting area at the
boarding gate
Slip resistant floor and Barrier-free
environment
Passport control area when arrived
Exclusive Check-In counter for the flight
Condition of the Baggage claim area
Distance between parking lot and terminal
Accessibility to retail areas and food court
Very Unsatisfied + Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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4.3.2 Factor Accessible Services 
 
 
Among the eight accessible services´ attributes, the attribute which respondents 
are most Satisfied + Very satisfied in Faro Airport are “Security procedures with 
priority line” and “Passport Control procedures with priority line” with 97% and 
92% of the sample respectively (Figure 4-18 and Table 4-6).  .  
 
On the other hand, there is a large proportion of PRMs surveyed who feel Very 
Unsatisfied + Unsatisfied or Neutral with attributes such as “Signalling and 
screens are clear and easy to understand” with 16% Very Unsatisfied + 
Unsatisfied and 17% Neutral (Std. Deviat. 1,225), “Assistance disembarking 
aircraft, baggage claim and through to arrivals” with 12% Very Unsatisfied + 
Unsatisfied and 10% Neutral (Std. Deviat. 1,266), and “Ease of finding 
Assistance Counter or Telephone Point to announce your arrival at the terminal” 
with 25% Very Unsatisfied + Unsatisfied and 16% Neutral (Std. Deviat. 1,390).  
Even though, the service attribute which should be given a special attention is 
the “Flight information announcements clear and easy to understand‖ in the 
PRMs´ waiting areas in Area A and Area B in the Landside, because more than 
70% of the respondents are Very Unsatisfied + Unsatisfied (59% PRMs) or 
Neutral (14% PRMs)    
 
 About “Alternative accessible information (e.g. Braille, screens, hearing 
loops…)‖, the high representative 69% of No Answer is important to analyse 
further in the discussion of the results, and regarding the attribute “Priority 
Boarding line”, most of the questionnaires were implemented after the check-in 
and before the embarking; therefore, the high percentage of 67% No Answer is 





Figure 4-18: Sample distribution by PRMs´ satisfaction levels with Accessible Services of 
Faro Airport  
 
 
Source: Own Elaboration 
 
 




































information (e.g. Braille, 
screens, hearing loops…) 
10% 14% 6% 69% 2,82 3,00 3 1,119 
Flight information 
announcements clear and 
easy to understand  
59% 14% 24% 3% 2,29 2,00 1 1,494 
Priority Boarding line  2% 1% 29% 67% 4,49 5,00 5 1,043 
Ease of finding 
Assistance Counter or 
Telephone Point to 
announce your arrival at 
the terminal 
25% 16% 54% 5% 3,64 4,00 5 1,390 
Assistance disembarking 
aircraft, baggage claim 
and through to arrivals 
12% 10% 61% 16% 4,00 4,00 5 1,226 
Signalling and screens 
clear and easy to 
understand  
16% 17% 64% 3% 3,90 4,00 5 1,225 
Passport Control 
procedures with priority 
line  
2% 1% 92% 4% 4,82 5,00 5 0,629 
Security procedures with 
priority line 
3% 1% 97% 0% 4,80 5,00 5 0,710 




























Security procedures with priority line
Passport Control procedures with priority line
Signalling and screens clear and easy to
understand
Assistance disembarking aircraft, baggage claim
and through to arrivals
Ease of finding Assistance Counter or Telephone
Point to announce your arrival at the terminal
Priority Boarding line
Flight information announcements clear and
easy to understand
Alternative accessible information  (e.g..Braille, 
screens, hearing loops…) 
Very Unsatisfied + Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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4.3.3 Factor Punctuality  
 
In factor punctuality there are 3 attributes to assess of Faro Airport, as can be 
seen in Figure 4-19 and Table 4-7. Concerning the attribute “Waiting time for 
the assistance staff‖ 76% of PRMs surveyed are Satisfied + Very Satisfied, 
against 13% who are Very Unsatisfied + Unsatisfied, and 13% who have 
Neutral opinion (Mean=4,11 and Std. Deviat. 1,219). The attribute “Assistance 
disembarking aircraft, baggage claim and through to arrivals‖ is evaluate in both 
factors, Accessible Services and Punctuality, because there were lot PRMs 
remarks about the waiting time for assistance staff after disembarking; therefore 
61% of respondents are Satisfied + Very Satisfied with this attribute, 10% are 
Neutral and 12% are Very Unsatisfied + Unsatisfied (Mean=4,00 and Std. 
Deviat. 1,226). 
 
The last attribute “Waiting time for assistance at connecting flights (If 
applicable)‖ has a high percentage of No Answer 93%, for the reason that Faro 
Airport does not operate many connecting flight.    
  
Figure 4-19: Sample distribution by PRMs´ satisfaction levels with Punctuality of Faro 
Airport  
Source: Own Elaboration 



























Mean Median Mode 
Std. 
Deviat. 
Waiting time for assistance 
at connecting flights (If 
applicable) 
2% 1% 4% 93% 3,36 4,00 5 1,677 
Assistance disembarking 
aircraft, baggage claim 
and through to arrivals 
12% 10% 61% 16% 4,00 4,00 5 1,226 
Waiting time for the 
assistance staff 
13% 11% 76% 0% 4,11 5,00 5 1,219 











Waiting time for the assistance staff
Assistance disembarking aircraft, baggage claim
and through to arrivals
Waiting time for assistance at connecting flights (If
applicable)
Very Unsatisfied + Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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4.3.4 Factor Equipment-devices 
 
 
The two attributes scored of equipment-devices´ factor are “Condition of the 
Ambu-lift (If applicable)” and “Condition of the wheelchairs”. For the first 
attribute, 45% of sample is Satisfied + Very Satisfied, 6% is Very Unsatisfied + 
Unsatisfied (Mean=4,56 and Std. Deviat. 0,786), and 48% No Answer this 
questions because do not use the Ambu-lift in Faro Airport.  Concerning the 
second attribute, 95% participants are Satisfied + Very Satisfied with the state 
of the wheelchairs, and just 1% feeling Neutral (Mean=4,85 and Std. Deviat. 
0,385) as shown in Figure 4-20 and Table 4-8.   
 
Figure 4-20: Sample distribution by PRMs´ satisfaction levels with Equipment-devices of 
Faro Airport 
Source: Own Elaboration 

































Mean Median Mode 
Std. 
Deviat. 
Condition of the Ambu-lift (If 
applicable) 
1% 5% 45% 48% 4,56 5,00 5 0,786 
Condition of the wheelchairs 0% 1% 95% 3% 4,85 5,00 5 0,385 
Source: Own Elaboration in the software IBM SPSS Statistics 2 
 
4.3.5 Factor Inclusive Marketing 
 
The factor inclusive marketing refers to any special offer or advertisings target 
to Disabled and reduce-mobility in retail commercial areas and food court in 
Faro Airport terminal. The results in Figure 4-21 and Table 4-9 indicates the 
sample is not to satisfied with this attribute; indeed, 38% of interviewers are 
Very Unsatisfied + Unsatisfied, 20% are Neutral and just 14% are Satisfied + 
Very Satisfied (Mean=2.52 and Std. Deviat. 1,327), 28% of the sample No 







Condition of the wheelchairs
Condition of the Ambu-lift (If applicable)
Very Unsatisfied + Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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Figure 4-21: Sample distribution by PRMs´ satisfaction levels with Inclusive Marketing of 
Faro Airport 
 
Source: Own Elaboration 
 
 
































Mean Median Mode 
Std. 
Deviat. 
Inclusive marketing 38% 20% 14% 28% 2,52 2,00 1 1,327 




4.3.6 Factor Staff 
 
 
The last factor, Staff (professionalism, attitude and approach) meets six 
attributes as is illustrated in Figure 4-22 and Table 4-10. On the whole, the 
results indicate Disabled and Reduced-mobility passengers sample are very 
satisfied with the staff of Faro Airport. In fact, more than 90% of the respondents 
are Very Satisfied + Satisfied with the following five attributes: “Assistance staff” 
(mean=4,57), “Trained and qualified Assistance staff” (mean=4,74), “Security 
staff” (mean=4,71), “Passport Control staff (if applicable)” (mean=4,60), and 
“Airline staff” (mean=4,82). Regarding the last attribute, “Duty Free, Retail and 
Food Court staff” there is a high proportion of No Answer, 52% (mean=4,85). 
 
  
38% 20% 14% 28% Inclusive marketing
Very Unsatisfied+ Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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Figure 4-22: Sample distribution by PRMs´ satisfaction levels with Staff of Faro Airport 
 
Source: Own Elaboration 
 
Table 4-10: Relatives frequencies of PRMs´ satisfaction with Faro Airport´ Staff 

















































Mean Median Mode 
Std. 
Deviat. 
Duty Free, Retail and 
Food Court staff 
0% 4% 43% 52% 4,85 5,00 5 0,546 
Airline staff 1% 6% 92% 0% 4,82 5,00 5 0,533 
Passport Control staff (if 
applicable) 
0% 3% 93% 4% 4,60 5,00 5 0,664 
Security staff 0% 5% 94% 0% 4,71 5,00 5 0,587 
Trained and qualified 
Assistance staff 
2% 1% 97% 0% 4,74 5,00 5 0,537 
Assistance staff 2% 1% 98% 0% 4,57 5,00 5 0,710 
 
Source: Own Elaboration in the software IBM SPSS Statistics 2 
 
 
In conclusion, the Figure 4-18 shows the overall satisfaction of the sample 
surveyed with Faro Airport´ facilities, services and staff. Therefore, more than 
half of the respondents are Very Satisfied 57,73% (198 PRMs), followed by 
39,36% (135 PRMs) are Satisfied, and 2,92% (10 PRMs) are just Neutral 
regarding overall satisfaction. None of the sample is either Unsatisfied or Very 























Trained and qualified Assistance
staff
Security staff
Passport Control staff (if applicable)
Airline staff
Duty Free, Retail and Food Court
staff
Very Unsatisfied+ Unsatisfied Neutral Satisfied + Very Satisfied No  Answer
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Figure 4-238: Sample distribution by overall satisfaction with Faro Airport´ facilities, 
services and staff 
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
 
Table 4-11: Relatives frequencies of PRMs´ overall satisfaction with Faro Airport´ 
facilities, services and staff 



















0% 0% 3% 97% 0% 4,55 5,00 5 0,554 
Source: Own Elaboration in the software IBM SPSS Statistics 2 
 
 
In addition to the questions of socio-demographic profile, PRMs passenger 
profile and satisfaction levels, following question is just as important because 
indicate if PRMs experienced any kind of discrimination or undignified treatment 
though their journeys along Faro Airport terminal. In Figure 4-17 as we can 
analyse, 3,21% (11 PRMs) feel some discrimination or undignified treatment, 
and 96,79% (332 PRMs) did not feel any discomfort about this issue. The 
causes of these results will be explained in detail in the section Discussion of 






39% 5 -Very 
Satisfied 
58% 
In overall, how satisfed are you with Faro Airport´ facilities, 
services and staff? 
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Figure 4-247: Sample distribution by feeling of discrimination or undignified treatment  
 
Source: Own Elaboration in the software IBM SPSS Statistics 25 
 
At last, taking advantage of the willingness and presence of the respondents, 
the last questions is looking to determinate if the sample consider, according to 
their personal experience, The Algarve meets the conditions to received 
Reduce Mobility tourists. Consequently, 71,3% (245 PRMs) consider the 
Algarve does meet the conditions, against a 28,57% (98% PRMs) that think the 
opposite.  
 
Figure 4-25: Sample distribution to determine whether The Algarve meets the condition 
to received Reduce Mobility tourists  
 







































According to your experience in the Algarve, do you think the region 
meets the conditions to received Reduce Mobility tourists? 
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4.4  Interviews with MyWay Staff 
 
There were implemented unstructured interviews to three staff of MyWay21 of 
Faro Airport; this in order to identify their views of which services and facilities 
needs to be improved, to give the best possible service to Disabled and 
Reduced-mobility air passengers in the terminal. The interviews were 
anonymous and confidential, thus staff could honestly express their personal 
opinions.  
 
The staff interviewed comments that among the aspects may be improved are 
as follows: 
 
 The main aspect is to raise personnel in the high season, because they 
argue that the existing assistance staff is not sufficient to supply the 
entirety of the PRMs services request;  
 
 They explain sometimes it is not possible to accomplish the service 
standards of waiting times considered in the MyWay Quality Commitment 
due to a lack of staff. Moreover in some occasions, the assistance staff 
carry these passengers to the gates too close to embarking time, and not 
immediately after gates open as it should be; 
  
 The staff training should be more extensive in terms of concepts, theory 
and learning material; 
 
 On the three MyWay meeting points (Arrivals, PRMs waiting zone in 
Area A and PRMs waiting zone in Area B) should be a permanent staff to 
provide a more customize service and to answer doubts; 
 
 More wheelchairs equipment and upgrade the existing Ambu-lifts; 
 
 As there is just one escalator at each gate, it must be change the 
                                                          
21




escalators‟ direction (up or down) according to the boarding or 
disembarking procedure, which produces into practice more time-
consuming;  
 
 Either enlarge the elevators or have more, because the existing ones do 
not cover the high demand of the PRMs wheelchairs, babies‟ strollers, 
and cleaning staff equipment;  
 
 After the restoration, the larger wheelchairs do cross through the neither 
Security Check Area nor Passport Control, therefore the PRMs should 
get up from wheelchair and cross walking in these two areas; 
 
 Should be given to the arrival assistance requests the same importance 
as the departures services request, because sometimes after 
disembarking the PRMs have to wait for too long for an assistance staff 
to carry them to Passport Control, and/or Baggage Claim. As a 
consequence, on occasions the PRMs miss their transfers to hotels or 
places where they plan to stay. 
 
Finally, after collect the data set results through the implementation of 343 
questionnaires to Disabled and Reduce-mobility air passengers, and having 
worth information with the assistance staff interviews in Faro Airport terminal; in 
the next section of our research, it will be discussed the results.   
 
 
4.5  Discussion of the Results  
 
After the presentation of the results obtained through the collect data 
instruments, it is possible to confirm that our dissertation´ research problem and 
specific objectives named in the Introduction Chapter were achieved. Recalling 
the research problem, it was intended to identify and measure satisfaction 
levels of Disabled and Reduce-mobility air passengers during their journeys 
through Faro Airport, Portugal in three areas: access, departures and/or 
arrivals; and as specific objectives, there had been to identify Disabled and 
Reduce-mobility passengers´ opinion towards accessible facilities and services 
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of Faro Airport; evaluate professionalism, attitude and approach of airport staff 
towards these passenger market; and, recognise areas that have room for 
improvement in order to provide better quality facilities and services to Disabled 
and Reduce-mobility passengers in Faro Airport terminal.  
 
In order to have a broader understanding of our research venue and survey 
results, then follow some pictures that were taken by the author of the 





Figure 4-26: Pictures of Faro Airport  
 
 
Source: Own Elaboration 
Main Entrance 
Lift PRM Waiting Area Airside (Area B) 
 
Lift PRM Waiting Area Airside (Area B) 
 
PRM Waiting Area Airside (Area B) 
 
PRM Waiting Area Airside (Area A) Pick-up area assistance after Check-In 





In terms of socio-demographic characterization, most of the Disabled and 
Reduce-mobility air passengers surveyed in Faro Airport are female (64,1%); in 
contrast with the Chang & Chen´ study (2011:1215) implemented in Taiwan, 
“Identifying Mobility Service Needs for Disabled Air Passengers”, which 56,8% 
of its sample were male. The respondents´ age mean is 70 years old, which 
62,7% of sample  are between 70-90 years old; also different results compared 
to Chang´ study which was between 40-49 years old (2011:1215). Therefore, 
our finding reveals Faro Airport is dealing with an elderly population of PRMs. 
Concerning nationality, there are mainly five (English, Irish, Portuguese, French, 
and German), England has the largest representation with 70,9% of the sample. 
More than half, 68,2% of respondents are married or in consensual union, and 
68,8% have a Secondary (44%) or College degree (24,8%); the latter is 
consistent with Chang´ study which 40,3% of its sample had a high school 
diploma (2011, p. 1215). Last, the major professional status of the sample is 
retired (76,7%), followed just by 11,1% who are employed.     
 
More precisely, the results of Disabled and Reduce-Mobility´ Passenger Profile 
reveal that 78,1% have a permanent type of reduce mobility,  what means this 
passengers could be frequent and loyal flyers of MyWay service when travel 
through Faro Airport, because they will always need to request the special 
assistance. Regarding impairment´ nature, 96% of the PRMs have mobility 
impairment, 43% have hidden diseases and 43% have 
Elderly/Seniors/Boomers/Obese. These three impairments which are the most 
recurrent of our sample need the following inclusive dimensions of access, in 
order to provide them independence with equity and dignity as Buhalis & Darcy 
describe; first, for mobility impairment, it is necessary continuous pathways, 
circulation space, specialist equipment, low-floor buses, customer service 
attitude, wayfinding systems, and information system; second for hidden 
diseases must be chemical free environments, dietary considerations, non-
smoking areas, organisational promotion, customer service attitude, clearly 
labelled areas, and information system; and third, for ageing/health is basic to 
have medical support, supportive environment, opportunities for group travel, 
customer service attitude, specialist equipment, and information system 
(Buhalis & Darcy, 2011:56). 
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Continuing with PRMs passenger profile, it is possible to determine the 
respondents have a travel history and closer relation with Faro Airport, because 
86,3% have travelled more than once though the terminal (52,2%, 2-10 times 
and  34,2%, 11 times or more), and 57,7% have already requested MyWay 
service in the past. In fact, they are loyal and frequent clients, and the results 
reinforce what Smith et al. (2013) affirm, “When they feel their needs are 
adequately addressed, these clients tend to be more loyal to their holiday 
destinations and service providers” (Smith et al., 2013:9).  
 
Moreover, 83,5% of the PRMs who had travelled before the airport restoration 
of 2018 consider that there were some improvements for Disabled and 
Reduced-mobility passengers, such as cleaner facilities; better floor surface for 
pushing wheelchairs; open duty free;  better wheelchairs; staff well trained, 
more aware and speed of assistance; brighter terminal; more organizer and 
bigger spaces to move around; more modern; clear check in counters; better 
accessibility to shops, restaurants, and toilets in PRM waiting zone in Area A (in 
the Airside); and specialised waiting area and route to departures. In contrast, 
26,5% considered the absence of upgrading, some reasons following: there are 
a lot of ups and downs along the terminal which difficult them to move 
independently with a wheelchair or mobility aids devices such as canes, 
crutches, walkers and so on; and, also they complaint that in Area A (in the 
Airside) the shops and restaurants are now located on the second floor, and the 
PRM waiting zone is on the first floor, consequently, they cannot go upstairs by 
themselves because they would have to take elevator or escalator, or request 
an assistance staff to carry them, which does not make them feel independents.  
 
The 93,9% of PRMs book the special assistance with the airline or travel 
agency at least 48 hours before the published time of departure of the flight, 
and 89,5% arrive to Faro Airport prior more than 2 hours of flight´ departure 
time. In fact, these both results reconfirm what Bezerra & Gomes (2015) 
exposes in their research, “The Effects of Service Quality Dimensions and 
Passenger Characteristics on Passenger's Overall Satisfaction with an Airport”, 




“The positive effect of “Earliness of arrival” suggests that the earlier the 
passenger arrives at the airport, the more likely he/she is to present a higher 
overall satisfaction. This may be associated with the fact that passenger's level 
of stress is related to the amount of time available for complying with the 
required checkpoints. Previous research has found passengers are more 
stressed before check-in and immediately before boarding. Also, the total 
amount of time passengers spend at the airport is often much greater than their 
processing time.” (Bezerra & Gomes, 2015:79) 
 
Regarding to the type of assistance service´ requested, 52,2% request WCHS 
(Passenger has difficulty or cannot walk up or down stairs), 44,6% WCHR 
(Passenger is unable to walk long distances) and 3,2% WCHC (Passenger 
cannot walk or stand, always need help to go to his seat). These outcomes are 
pretty much similar to the figures exposed by Mr. Vitor Andrade, Faro Airport 
Product Manager and Passenger Service, in his presentation of 2015 where the 
distribution was 46% WCHS, 38% WCHR, and 3% WCHC (Andrade, 2015:38).  
 
As could be reviewed in the Literature Review, the UNWTO emphasises that 
one of the benefits of Accessible Tourism is that “It is multi-customer because 
most of the time disabled people are accompanied by able-bodied assistants, 
family and friends” (2015:4). Indeed, our results are in line with this UNWTO´ 
statement, because 95,3% of PRMs surveyed in Faro Airport travel with his/her 
wife/husband, family and/or friends; and only 4,7% travel alone.  
 
To close the Disabled and Reduce-Mobility´ Passenger profile analysis, our 
respondents choose to travel by Ryanair (40,8%), Easyjet (25,7%) and Jet2 
(16,6%), the two last exclusively with flights from/to United Kingdom.  
 
About satisfaction levels of PRMs, the division of the 27 attributes into the six 
factors enables a better analyse and manage information of the questionnaire´ 
findings. Also, this division facilitates Faro Airport Management to identify what 
they have been doing well and keep it, and to determine the areas that have 
room for improvement.  
 
According to the results, 97% of Disabled and Reduce-mobility air passengers 
are widely Satisfied + Very Satisfied with Faro Airport. Consequently, the 
attributes of each factor with which respondents are more satisfied and happy in 
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Faro Airport terminal according to the results obtained are: Factor 1 (Accessible 
Facilities), condition of the Pick-up area for the assistance; condition of the 
waiting area at the boarding gate; slip resistant floor and barrier-free 
environment; passport control area when arrived; and exclusive check-in 
counter for the flight. Factor 2 (Accessible Services), security and passport 
control procedures with priority line. Our results of Facilities and Services, for 
good, differ from Chang & Chen´ results (2012) in Taiwan airports, because 
their sample of passengers with disabilities are dissatisfied with slippery floor, 
barrier-free restaurants, restrooms, waiting areas at the boarding gate, and also 
needed to wait too long in line for passport control and security inspection, and 
do not have time to shop (Chang & Chen, 2012:533). 
 
Factor 3 (Punctuality), waiting time for the assistance staff. Factor 4 (Quality of 
Equipment-devices), condition of the wheelchairs and the Ambu-lift. Factor 5 
(Inclusive Marketing), only 14% contestants are Satisfied + Very satisfied with 
this attribute. And, Factor 6 (Staff-professionalism, attitude and approach), in 
overall respondents are delighted and very satisfied with Faro Airport staff´, 
consider that the especial assistance´ staff is well trained, qualified and friendly, 
as well as the passport control and ground airline staff.  
 
In contrast, the attributes with PRMs surveyed feel very unsatisfied, unsatisfied 
or neutral are: Factor 1 (Accessible Facilities), distance between parking lot and 
terminal; and accessibility to retail areas and food court.  Factor 2 (Accessible 
Services), ease of finding assistance counter or telephone point to announce 
the arrival at the terminal; signalling and screens are clear and easy to 
understand; and flight information announcements clear and easy to 
understand. Factor 3 (Punctuality), the waiting time for an assistance staff to 
carry them through Passport Control; and baggage claim after disembarking 
aircraft. Factor 4 (Quality of Equipment-devices), there is not any attribute of 
this factor contestants feel unsatisfied. And Factor 5 (Inclusive Marketing), 58% 
of interviewers are very unsatisfied, unsatisfied or neutral with this factor. 
 
The research outcomes show there are seven areas (attributes) which required 




1. Flight information announcements clear and easy to understand            
(73% Very Unsatisfied + Unsatisfied + Neutral): In PRMs´ waiting zones, in 
Area A and B (Airside), the information announcements do not have a high 
enough level to be able to hear the flight information clearly, or sometimes 
there is not any announcement at all. Therefore, as being the attribute which 
respondents are less satisfied in Faro Airport, it is important the Airport 
Management look in detail a solution, and mainly for blind passengers, 
because as Buhalis & Darcy (2011) explain, 
  
“Blind people tend to fear missing information dealing with a change of gate or 
flight schedule – especially in the case of connecting flights – as they cannot 
read the electronic signs. Participants reported feeling insecure about hearing 
or understanding messages relayed on the public announcement system due to 
airport noise or lack of familiarity with local accents. They specifically mentioned 
a preference for quiet spaces where they can more easily hear airport staff 
announcements.” (Buhalis & Darcy, 2011:165) 
 
2. Ease of finding assistance counter or telephone point to announce your 
arrival at the terminal (41% Very Unsatisfied + Unsatisfied + Neutral): PRMs 
surveyed recurrently comment that is difficult to find the MyWay counter 
from the main entry of the terminal in Departures, because there is not a big 
and clear sign at the entry indicating the location of the especial assistance 
desk. Consequently, they need to ask to any passengers or staff to know 
where they should be heading. Besides, for these passengers who have 
reduce mobility and carry mobility aid devices plus the baggage, the 
MyWay´ counter is well away from the main door. 
 
3. Alternative accessible information (e.g. Braille, screens, hearing loops…) 
(33% Very Unsatisfied + Unsatisfied + Neutral and 69% No Answer): the 
major concern about this attribute is the high proportion of PRMs who do 
not answer this attribute. The main reason is they are unaware if Faro 
Airport provides alternative accessible information, for example the prohibit 
articles in the cabin in Braille or hearing loops, because they were not 
informed about it. Thus, it is important to remember what the Regulation 




“All essential information provided to air passengers should be provided in 
alternative accessible formats to disabled persons and persons with reduced 
mobility, and should be in at least the same languages as the information made 
available to other passengers. Such as Braille, screens, and so on. (Official 
Journal of the European Union, 2016).  
 
4. Signalling and screens are clear and easy to understand (33% Very 
Unsatisfied + Unsatisfied + Neutral): the respondents express that the 
screens and the font size to check the flight information are too small, as a 
respondent says “Bigger screens, for people with sight issues is not easy to 
read‖. Moreover, the screens are still some away from the PRMs waiting 
area; hence, they propose to locate a screen in the middle of each PRM 
waiting zone to be more comfortable and easily accessible. In fact, as the 
ACI exposes in the provision of the airport infrastructure,      
 
“Airport safeguard that its infrastructure is compatible with the needs of people 
with reduced mobility and that this part of the service is provided in an efficient 
manner. This includes: Information provided both audibly and visually …” (ACI 
Europe - Airports Council International Europe, 2001) 
 
Punctuality 
5. Assistance disembarking aircraft, baggage claim and through to arrivals 
(22% Very Unsatisfied + Unsatisfied + Neutral): the most common 
complain about punctuality is on arrivals, because right after PRMs are 
disembarked, sometimes they are left on the wheelchairs for around 20-
40 minutes waiting to then carry them to Passport Control and Baggage 
claim. As a result, in some occasions the PRMs miss their transfers to 
hotels or places where they plan to stay; and some respondents express 
“There is not enough assistance staff, looks like they are always out of 




6. Inclusive marketing (58% Very Unsatisfied + Unsatisfied + Neutral and 28% 
No Answer): the PRMs surveyed do not find any special advertising or 
promotions addressed to them, leading to not be incentive to shop. It is 
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important companies realise the potential of this market, as Buhalis & Darcy 
explain straightforward (2011), 
 
“Despite the critical need to understand the disabled as consumers, the general 
focus has been on satisfying a set of costly rules for a customer group that is 
often not even desired. Building ramps, giving up prime parking spaces, 
constructing disability-friendly … and installing expensive technology reflect 
some of the more common requirements that have soured the perceptions of 
travel-related businesses towards the disabled. This is a serious mistake. While 
traditional marketing researchers frequently employ segmentation studies on 
ethnicity, age, and socioeconomic sub-groups, the potential of the disabled 
market segment in terms of size, access and responsiveness is largely ignored. 
Research needs to address the particular problems, needs, behavioural 
patterns and choice models used by consumers who are physically or 
emotionally challenged” (Buhalis & Darcy, 2011:65) 
 
 
Staff-professionalism, attitude and approach 
7. Staff of Duty Free, Retail and Food Court staff (52% No Answer): this 
attribute is closely linked to the previous one, because as many PRMs do 
not shop or consume in the commercial zone in Faro Airport, they are lack 
of opinion and experience to measure the professionalism, attitude and 
approach of Duty Free, retail and food court staff. 
 
4.6 Recommendations, Limitations and Future Research   
 
Having reviewed and analysed the results of the collect data instruments, some 
further recommendations through observation method may be necessary to 
enhance the service to Faro Airport´ Disabled and Reduce Mobility air 
passengers. Following, noteworthy suggestions are exposed, such as: 
 
 From the taxi area to the terminal when is raining the floor is very slippery 
to walk with crutches or any mobility aid device, because there is not a 
roof to protect against rain; 
 At flight check-in´ counters, the screens should inform which counter is the 
exclusive one to PRMs, because some of them make the entire line 
without knowing they have priority to register;  
 
 There should be permanently assistance staff on the Departure desk, 
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rather than having to just use the phone, and in PRM´ waiting areas in the 
Airside; because, when there is not any assistance staff around in the 
PRMs areas to clarify doubts and questions, these passengers tend to feel 
more anxious and abandoned. In addition, assisted passengers should be 
taken them to boarding gates first, thus, they do not miss priority boarding; 
 
 When PRMs are placed in the waiting areas in the Airside, the Assistance 
staff does not provide clear information of how long they will come to carry 
them to boarding gates; as a consequence, they do not feel free to go to 
retail areas and restaurants, making them too dependent on assistance 
staff. Moreover, PRM´ waiting areas in the Airside are long distance to 
retail area and food court, and there are not many choices close to. At this 
point, it would be valuable to recall the Special Protocol to Meet the Needs 
of People with Reduced Mobility of the ACI Europe which determinates: 
“PRMs must be enabled to remain independent to the greatest possible 
extent...” (ACI Europe - Airports Council International Europe, 2001); 
 
 Some PRMs brief they should be dropped off at the taxi and rent-a-car 
areas in both, Arrivals and Departures, because they had to walk a very 
long distance with baggage as well. Moreover, locate more wheelchairs at 
the parking lot; 
 
 PRMs surveyed recommend providing wheelchair with a compartment to 
place the carry-on luggage to be more comfortable (Figure 4-26), due to 
the fact nowadays they should put the cabin baggage between legs;  
 
Figure 4-27: Passenger Transit Wheelchair 
 
Source: Melrose Kiwi Concept Chairs (n.d.) 
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 Regarding accessible travel information: upgrade the ANA 
Portuguese Airport website and app to make it accessible for 
visually impaired passengers; chat for passengers with hearing 
impairments; customize ANA MyWay video to Faro Airport in order 
to show the real facilities and procedures, as a result PRMs will be 
more familiar with the terminal before arrive; and a PDF brochure 
able to print it from Faro Airport website with all the information 
about Disabled and Reduce-mobility passengers, hence they will 
have on hand the details of MyWay service and the terminal.    
 
With regards to the limitations of this research, there are two main issues. First, 
literature review and scientific approach about levels of satisfaction of Disabled 
and Reduce-mobility air passengers is very limited worldwide, most of the 
theoretical framework is just about regulations, codes and accessible facilities 
than a truly concern about the satisfaction´ levels of these customers, and to be 
considered as a potential tourism market. And second, the survey questionnaire 
has some questions that should be reformulated to be more understandable 
and accurate. In addition, the questionnaire is implementing mostly to English 
speakers because the dissertation´ author speaks only English, Spanish, and 
Portuguese, as a consequence the data set may currently be limited because 
there is not taking into account representatives nationalities of passengers to 
Faro Airport such as German, French, and Dutch.  
 
For future research, the questionnaire‟ implementation can be expanded to the 
missing nationalities to cover a higher and more diversified sample, and also to 
understand much deeper the needs and wants of PRM segment. Moreover, it is 
highly recommend continuing and replicating this scientific research in all 
Portuguese airports, and in the major European airports to validate and 
compare the outcomes of the current study.   
 
Besides, further analysis with parametric test as t-test and ANOVA to 
determinate the relationship between some variables of the socio-demographic 
and the Disabled and Reduce-Mobility´ passenger profile with the levels of 
satisfaction results, for example the overall satisfaction level by earliness of 
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arrival. Finally, compare previous data analysis of Faro Airport Management 





 – CONCLUSION 
 
 
The main aim of the research was to identify and measure satisfaction levels of 
Disabled and Reduce-mobility air passengers with Faro Airport´ accessible 
facilities, services and staff during their journeys through this terminal, and 
recognise areas that have room for improvement in order to meet wants and 
needs of this market segment. The research goal has been successfully 
achieved through the combination of a scientific and practical approach; in fact, 
this study is a contribution of valuable recommendations to Faro Airport 
Management and MyWay Assistance Service.  
 
Along the dissertation were addressed relevant subjects to have a better 
understanding and framework of who is a Disabled and Reduce-mobility air 
passenger, the different types of disability, the accessible facilities, services, 
and trained staff, the legislation and aviation codes that protect them, and the 
special assistance service which they are entitled to received when traveling by 
air. As well as a customer satisfaction approach.  
 
Moreover, the study area and the three collect data instruments (survey 
questionnaire, interviews and observation) were implemented with success. The 
results reflected the attributes and actions that Faro Airport has been doing well, 
that are the majority, to offer quality assistance services and facilities to their 
Disabled and Reduce Mobility air passengers. Likewise, these findings enable 
Faro Airport Management to establish strategies and actions for the attributes 
that need to be enhancing, and in this way to build a lasting relationship with 
satisfied and loyal customers.  
 
It was concluded that the 27 attributes assessed, there are just seven attributes 
which require immediate attention and enhance: (i) Flight information 
announcements clear and easy to understand; (ii) Ease of finding assistance 
counter or telephone point to announce your arrival at the terminal; (iii) 
Alternative accessible information; (iv) Signalling and screens are clear and 
easy to understand; (v) Assistance disembarking aircraft, baggage claim and 
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through to arrivals; (vi) Inclusive marketing; and (vi) Staff of Duty Free, Retail 
and Food Court staff. 
 
A customer survey to measure satisfaction levels should be a continuous and 
stable assessing process by firms, in order to work in pro of better quality of 
facilities and services to have happy, satisfied and loyal customers. In our 
specific case, to have happy and satisfied Disabled and Reduce mobility air 
passengers who choose to travel through Faro Airport in Portugal.     
 
To conclude, Disabled and Reduce-mobility air passengers more than being a 
list of laws, regulations and specifications of infrastructure and services which 
companies must accomplish, are truly a big opportunity and valued customers 
to increase number of passengers and to raise destinations image. It is 
necessary the tourism industry, indeed the aviation, should be involved and 
committed to provide both, facilities and services that fit the needs and wants of 
these passengers and to allow them to function independently along the air 
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